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[bookmark: _Toc2139625861]Task 1: Comparing Job Adverts
 	The two selected job advertisements present in figures 1 and 2 highlight key competencies required within the aviation and travel industry customer service sector. While the roles are different operationally with one being in-flight and the other in ground services, both require similar core skills and knowledge areas.					One of the shared skills across both adverts is customer service excellence. Emirates emphasizes creating a “world-class experience” and making passengers feel at ease (fig. 1), while Jet2 focuses on delivering “friendly customer service” from arrival all the way to boarding (fig. 2). This demonstrates the customer-centric nature of this industry, since the level of competition means service quality directly influences company reputation and customer loyalty (Akash et al., 2022). Another common skill is communication. Emirates requires fluency in spoken and written English (fig. 1), while Jet2 highlights the need to communicate clearly and professionally (fig. 2). Effective communication ensures clarity in safety instructions, problem resolution, and teamwork, particularly in high-pressure environments (Duzel, 2020). Teamwork is also a skill highlighted in both jobs. Emirates refers to working within a multicultural team (fig. 1), while Jet2 states working as “one team” during disruptions (fig. 2). This reflects the collaborative nature of operations in this industry, where coordination between staff is essential for efficiency and also safety (Alomar et al., 2022). Additionally, both roles require adaptability and resilience under pressure. Emirates expects candidates to adapt to any situation (fig. 1), while Jet2 highlights remaining calm in fast-paced environments (fig. 2). This aligns with the unpredictable nature of airline operations, including delays, emergencies, and customer complaints.								The shared skill that is particularly important in these two adverts is communication. While communication is important across all sectors, it holds particular significance in the aviation and travel industry. Being a service based field, success or failure often depends on the effectiveness of communication at every level, including management, sales, marketing, and customer relations (Reilly, 1990).According to the IATA annual safety report (2021), miscommunication is a significant contributor to operational errors in aviation, highlighting the need for clarity and precision. Furthermore, strong interpersonal communication enhances customer satisfaction and reduces conflict (Senasu, 2012). In roles such as cabin crew or passenger service agents, employees must convey instructions, manage expectations, and respond to diverse passenger needs. Therefore, communication is not only a soft skill but also a critical safety and operational skill.
[bookmark: _Toc344295028][bookmark: _Toc84978441]JOB ADVERTISEMENTS
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Figure 1: Emirates Cabin Crew Job
[image: ]Figure 2: JET2 Passenger Service Supervisor Job

[bookmark: _Toc926797952]Task 2: Self-Assessment
A reflective self-assessment is essential in identifying personal strengths and areas for development. This section uses a SWOT analysis framework (Strengths, Weaknesses, Opportunities, Threats) to evaluate readiness for a career.

[bookmark: _Toc1975600423]SWOT Self-Assessment
[bookmark: _Toc1209130613]Strengths
One of my key strengths is extensive customer service experience developed through past roles in the services industry. These positions required consistent interaction with customers, handling queries, and resolving complaints professionally. This demonstrates my ability to maintain high service standards and ensure customer satisfaction, which is a core employability skill across many industries. According to Senasu (2012), strong customer service skills are essential for service roles as they directly influence organisational reputation and customer retention. Another significant strength is leadership and management experience. In my managerial roles, I supervised staff, managed daily operations, and ensured compliance with procedures. This highlights my ability to take responsibility, lead teams, and make decisions effectively. Leadership is a highly valued transferable skill, contributing to organisational success and team performance (Hosmer, 1982). I also demonstrate strong adaptability and resilience by working in fast-paced environments such as retail and service stations required me to remain calm under pressure and adapt to changing situations. This is further supported by my ability to handle difficult customer interactions and maintain professionalism. Yorke (2006) identifies adaptability as a key component of employability, particularly in dynamic and unpredictable work environments.								Additionally, I possess multilingual communication skills, being proficient in English, Tamil, and Sinhala. This enhances my ability to interact with diverse populations and demonstrates cultural awareness, which is increasingly important in globalised workplaces.
[bookmark: _Toc845035092]Weaknesses
One weakness is the lack of formal higher-level qualifications, as I am currently completing a CertHE in Business Skills for the Workplace. While I have significant practical experience, further academic qualifications would enhance my competitiveness in the job market. Another area for improvement is limited exposure to professional or corporate environments. Most of my experience has been in retail and operational roles, which, although valuable, may differ from corporate workplace expectations such as advanced digital skills or formal business communication. I also recognize a need to further develop advanced digital skills, including the use of business software and systems. Literature identifies digital skills as vital to enhance employability in the modern world (Dordevic et al., 2025).
[bookmark: _Toc16657622]Opportunities
There are several opportunities available to support my development. Firstly, my current higher education programme provides an opportunity to enhance my theoretical knowledge and professional skills, particularly in communication, teamwork, and business practices. Secondly, my extensive work experience and leadership background position me well to progress into more advanced roles. I can build on this by looking for roles that offer greater responsibility or exposure to new environments. Additionally, I have the opportunity to undertake training courses and certifications, particularly in digital skills which would strengthen my CV and demonstrate a commitment to continuous professional development. My multilingual ability also presents an opportunity to work in diverse or international environments, broadening my career prospects.
[bookmark: _Toc1710842614]Threats
One potential threat is the competitive nature of the job market, where candidates with higher academic qualifications or other skills may have an advantage. This highlights the importance of continuing my education and skills development. Another threat is the rapid advancement of technology, which may make certain skills harder to achieve. Without continuous learning, there is a risk of falling behind in digital competencies required in modern workplaces. Additionally, transitioning from long-term roles into new environments may present challenges, particularly in adapting to different organisational cultures or expectations.

[bookmark: _Toc1861813538]Evidence of Readiness for Employability
My work experience is strong evidence of my readiness for employment since I have over a decade of continuous work experience. This demonstrated reliability, commitment, and strong work ethic, in addition, my long-term employment, particularly in a managerial role, reflects stability and the ability to maintain performance over time. My experience in leadership roles shows that I can manage teams, handle responsibility, and ensure operational efficiency. This indicates readiness for roles requiring accountability and decision-making. Furthermore, this experience shows my ability to work under pressure and manage challenging situations demonstrates resilience and problem-solving skills. These are essential competencies in many professional environments, particularly those that are fast paced or customer focused.								From an academic perspective, my ongoing academic development also highlights my commitment to improving my skills and knowledge. This aligns with the concept of lifelong learning, which is crucial for career progression (Cottrell, 2021). In addition, feedback I have received through my career progression suggests that I am capable of growth and development and my multilingual abilities and cultural awareness further enhance my employability in diverse workplaces.						
[bookmark: _Toc369692827]Task 3: Employment Goals & Personal Development Plan

[bookmark: _Toc1348100303]Employment Goals
Based on the weaknesses identified in my SWOT analysis, my short-term employment goal is to complete my current qualification and develop key skills such as digital competence and professional workplace communication within the next 6–12 months. This will help strengthen my overall employability and prepare me for more advanced roles. My long-term goal is to progress into a senior customer service or management position within a professional or international environment. These goals are important to me as they build on my existing experience while addressing areas for improvement, allowing me to achieve career progression and stability and they also align with my career aspirations of taking on greater responsibility, and working in a dynamic and diverse workplace.

[bookmark: _Toc494989967]Personal Development Plan
Name: Dino Lee
Role/Position: N/A
Department/Organisation: N/A
Date: 16 March 2026
Review Period: 6–12 months
1. Self‑Assessment
Strengths:
Strong customer service experience, leadership and team management skills, ability to work under pressure, adaptability, and multilingual communication skills. Proven reliability and professionalism through long-term employment.  
Areas for Improvement:
Limited higher-level academic qualifications, need to develop advanced digital skills, and limited exposure to corporate/professional environments.

2. Career Goals
Short‑Term Goals (6–12 months):
· Complete CertHE in Business Skills for the Workplace.  
· Improve digital and IT skills relevant to business environments.  
Long‑Term Goals (2–5 years):
· Progress into a senior customer service or management role.  
· Work for an international or diverse professional environment.  
· Continue professional development through further qualifications or training.

3. Development Objectives
	Development Area
	Objective
	Action Steps
	Resources/
Support 
	Target Date

	Academic Qualification
	Successfully complete current course
	Attend lectures, complete assignments on time, seek tutor feedback
	University resources, lecturer 
support
	6 months

	Digital Skills
	Improve proficiency in business IT systems
	 Enroll in online courses (e.g. Microsoft Office), practice regularly
	Online platforms (e.g. LinkedIn Learning), tutorials
	6 months


	Communication & Confidence
	Improve professional communication skills
	Participate in presentations, group work, and training workshops
	University workshops, peer feedback
	Ongoing
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Figure 3: Self-Assessment
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Self-rated Score @
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Your average score is high, based on your self-assessment across
all categories. This would suggest you have an excellent grasp of all
the main factors that affect your employability. Congratulations!
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ssenger Service Supervisor: nburgh Airport
Edinburgh Airport
Jet2.com

Apply

Team: Customer Facing at the Alrport
‘Salary: Competitive
Contract Type: Fixed Term
Hours Per Week: 40 Hours

Wehavea fantastic opportunitytojoin our Passenger Service Supervisorteam at Ecinburgh Arpot ona fed ferm coniract basis, supporting ur busy
Summer sesson untl Noverber 20261

A5 Passenger Service Supenvisoryou il supportourcustomer facing teams t the iport, ensing our customers receive afantastc senvice 2 hey ravel
hrough the aiport.In this hands-on ol you wil actvely engage with our customers, eading b example to ensure the delivery of the ighest standards of
customer sevice You il also work loaly withour thed-party partners and arsde coleagues o ensure aseamiess experence.

Wrat wilyoudoin therole?

+ Loadand support the day to day Passenger Senice Agent team performance on each i
+ Playanimpertant rolein ensuring the eficlent running of theday o daycheckinand boaring operaton.
- Work coselywithour i party partnrs o ensure we delver afantastc service
- Play animpcrtant prtn enuring e chiey our On Time Peformance. Safety nc Customer Satisfacton argets
+ B anambassacor of cur safety st cuture, ensuring you ive the clture hrough every aspect o the ol
- Youwil berespansibl orthe development and managementof tsamof Passenger Servce Agents
45 we are avays on han to help our customers, s position invaives working on  rostared shift basi and recuires lebilty to support our fght
programme. St willcove our 2417 operation and wilnclude working weskends and bark holiays.

‘Wht arethey ey skts/experience you'l aready have?

“The successtul canidte wil leady be demonstating Role Model behaviours and wilbe an ambassador fo the Jet2bxand and s, You wil o have -
‘Experienceof coaching and eading teams i fas-pace, customer faing ifine operatonalenvironment.

The bty toprovideGirecton and guidance in challnging operatonal tuatons.

‘Apassionfor customer service and safety.

Previous experience of passenger seviceoperations i he airprt (checin boarding etc)

Whst Can We Offer You?

Weoffer our valued colleagues a ranga of bensfisincluing.-

Excollnt salary with annual pay review
Contrbutory pension scheme

34 daysholiday enitioment pe annum cluding Bark Holdays)

3xsalay e assurance

(Colleagus iscounts on Jet2holdays anc Jet2com holiiays and ights

Cyeeto Work Scheme

Accass to Mental Hesth s Aiders

Manyreaiciscounts o travel and s, heth and wbeing, i ot shoppin and festle.




image2.png
Cabin Crew Opportunities @
Emirates » Duba, Dubsi, Urited Arab Emirates (On-sfte)

About the job

Job Purpose.

A personaiity that shines, the abity to 3dpt to any situation ang make people fee!at ease. Tnese are a few o the.
qualities we're looking for in our cabin crew.

s the face of Emirates, you'l be the person customers turn to for help and direction when they fly with us, 50 you need
o be friendly, observant and able o provide the rght support,

Being a member of the cabin crew s 5o much more than a service role - safety s our highest priorty. You'l need o ead
confidenty ang take control when it comes to managing airraftservices,security, and safety procedures. This comes
from the worid-class learning experience our crew recelve at our state-of-the-art facity n Dubal

Qualiications & Experience
Here are some other things we look for n our cabin crew:

* Youue hag more than 3 year's experience in hospitaity/customer service

* Youhave 3 positve atttuge and the natural 3bity o provide excelent senvice in 3 team environment, dealing with
people from many cultures

* Your minimum qualfication is high school graduate (Grace 12)

* Younesd to be fsent in written and spoken Engiish (abilty to spesk another language s an acvantage)

* Youre atleast 1600 tall and can resch 212 cm whie standing on tiptoes, (o enable you to reach emergency
equipment on 3l aircaft types

* Novisible tattoos while you're in Emirates cabin crew uniform (without covering them with bandages or cosmetcs)

= As Emirates cabin crew, you'l be based in Dubal and wil need to meet the UAE's employment visa requirements

Aside from the requirements of the role, you should be determined to abways perform to the highest standards, focus
on being solution oriented, and be able to manage a demanding work schedule. You shoud have the abilty to deliver
an authentic experience to our customers. You'l be culturally aware and refiect the Emirates personaity - professional,
empathetic, progressive, visionary and cosmopoitan.

Before clcking the Apply button, piease keep the following documents ready to submit with your appication:

* Recent CVin Engish
* Recentpoto

Salary & Senefits

Starting Salary & Fiying Pay - Your pay is made up of thee components: a fixed basic salay, an hourly pay for operated
flights and an overseas mes! allowance. Basic salary = AED 4,430 / month, Fiying Pay = AED 63.75 / hour based on a1,
80-100 hours / month, Average Total Pay = AED 10,170 / monh (~USD 2,770, EUR 2,710 or GBP 2.280).* Tnese are
approximate numbers for Grade I Economy Class). Meal alowances for nght stops are credited to the salry in arears
the following month. Hotel accommodation as well a transport to and from the airport i provided by the company.
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