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Task 1 

· Job 1
The first job is a Customer Service Advisor at Coople.
This role requires good communication skills, problem-solving skills, teamwork and patience.
The employee needs to answer calls, help customers and solve problems quickly.
It is important to stay calm and communicate clearly with different people.

· Job 2
The second job is a Customer Service Assistant at Tesco.
This role requires communication, organisation, teamwork and customer service skills.
The employee needs to help customers, answer questions and support daily activities.
It is also important to be friendly and helpful.

· Skills Comparison
Both jobs require similar skills such as communication, teamwork and problem-solving.
In both roles, the employee needs to interact with customers and provide support.
These skills are important to solve problems and give good customer service.

· Most Important Skill for the Role
I believe communication is the most important skill.
This is because in customer service, you need to speak clearly and understand customers’ needs.
Good communication helps to solve problems faster and avoid misunderstandings.
In my experience as a nanny, I communicate with parents every day and help solve problems.
This skill will help me in a customer service role.

Task 2 :
SWOT is a tool used to analyse strengths, weaknesses, opportunities and threats. It helps individuals and organisations understand their situation and make better decisions (Mind Tools, 2026).
SWOT analysis is important because it helps identify strengths and weaknesses and supports decision-making and planning for development (Indeed, 2026).
A Personal Development Plan (PDP) is a process that helps individuals identify their goals, strengths and areas for improvement. It supports personal and professional growth and helps plan future development (CIPD, 2026).

	Strengths  
 
· Communication
· Responsibility
· Patience
· Problem-solving
· Experience working with people 


 
 
 
 
 
 
 
 
 
 
	Weaknesses

· Sometimes say sorry too much
· Still improving confidence
· Learning new skills takes time

	Opportunities 
· Studying Business Level 4
· Gaining work experience
· Job opportunities in customer service in London
· Learning new skills
· Carrer development
 
 
 
 
 
 
 
 
 
	Threats 
· English is not first language
· Balancing study and work
· Dealing with difficult customers
· Living costs in London.



Evidence of Readiness 
In the future, I would like to work in customer service or business. I believe that working in customer service is a good starting point for me to understand how a company works.
It will help me learn about the organisation and develop my professional skills. This experience can help me grow and move into administrative roles in the future.

I am currently studying Business at Level 4 and I also have experience working as a nanny, where I developed communication and problem-solving skills. I am motivated to continue learning and developing my career. 

· Education 
· BA (Hons) Business (Level 4)
· University of Wales Trinity Saint David
· Developing business and professional skills

· Work/Experience
· Experience as a nanny
· Working with children and families
· Supporting daily routines
· Communicating with parents

Skills / Strengths
· Communication
· Problem-solving
· Responsibility
· Organisation
· Patience

· Paragraph developing strengths 
I have good communication and problem-solving skills, which I developed in my work as a nanny. I talk with parents and children every day, and this helps me understand different situations. I am also responsible and organised, because I help manage the daily routine. These skills help me stay calm and deal with problems, and I believe they will help me in a customer service role.
Task 3 
Employability Goals 
In the future I have a range of goals I would like to achieve: 
Goal 1 
I want to improve my communication and customer service skills.
Goal 2 
I want to gain work experience in a customer service role.
Goal 3 
I want to build a career in business and move into an administrative role in the future.






Personal Development Plan 
DEFINITION OF A PERSONAL DEVELOPMENT PLAN and why it is important (research)

	 
	Short-Term Time Frame  
 
What do I want to  
accomplish in the next  
three to six months? 
 
	Mid-Term Time Frame  
 
What do I want to  
accomplish in the next  
six months to two years?  
	Long-Term Time Frame  
 
What do I want to  
accomplish in the next  
two to three years?  

	Section 1 - My Goals   
  
What are my overall goals that I want to accomplish in this time period?  
 
  
 
Example: become a Student Affairs Officer; learn computer graphics  
 
 
 
	 
 
1.	I want to complete my Business Level 4 course with good results.
2.	I want to improve my English communication skills.
3.	I want to apply for customer service jobs.
	 
1.	I want to gain experience in a customer service role.
	2.	I want to develop my confidence at work.
	3.	I want to improve my professional skills. 
	1.	I want to work in an administrative role.
	2.	I want to grow in a business environment.
	3.	I want to build a stable career.

	Section 2 - Skills and Knowledge to be  
Learned  
 
What specifically do I need to learn? What project do I need to work on?  
  
  
 
Example: Student advising;  
Banner; Dreamweaver; develop a procedures manual  
 
 
 
	 
1. Complete assignment, and time management to complete deadlines, ask information for resits.  
2. Improve communication skills in English
3. Develop customer service skills
4. Improve time management
5. Learn how to work in a team
6. Gain knowledge about business operations

-These skills are important for professional development and employability (Indeed, 2026).
	 
 
	 

	Section 3 - Next Steps 
  
How am I going to acquire the skills and knowledge? How am I going to do this project?  
  
  
 
Example: take Dreamweaver class; do an  
informational interview; set up a project outline  
 
 Exact Timing
	1. Complete assignments before deadlines (every week)
2. Practice English daily
3. Meet with tutor once a month
	 1. Apply for customer service jobs (after 6 months)
2.Gain work experience (within 1 year)
3.Improve communication skills (over time)
	 1.Get an administrative role (in 2–3 years)
2.Build a stable career (long-term)
3.Continue professional development
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