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Skills and knowledge which contribute towards working effectively as a Delivery service manager at DHL
My goal in the future is to become a service delivery manager at DHL where I currently work as a courier driver. The abilities needed to perform well in this position are directly tied to the function and duties of the service delivery manager. The main responsibilities for this role are good project management, quality control, and customer service as well as the capacity to handle disagreements and provide appropriate solutions. (Campana, 2022) Analysing the job and responsibilities of this position is crucial in order to comprehend the abilities necessary for a career as a service delivery manager. For instance, according to Indeed the skills required for the position of a service delivery manager are customer service, communication, leadership, organisation, attention to detail, time management, collaboration, problem-solving, prioritisation, computer proficiency, and writing skills (Indeed, 2022). In my opinion, the most important skills are: 
· Customer service skills - Being able to listen to clients and address their problems is what customer service is all about. Because one of the key responsibilities of service delivery managers is to assist customers and find solutions to their problems, this is crucial. 
· Communication skills - Speaking clearly to someone in order to get your point across is effective communication. You interact with many individuals as a service delivery manager, including your team members and clients. You should therefore be able to speak and listen to others clearly.
· Leadership skills - Leadership is the capacity to direct a team of individuals to successfully achieve a task. Given the advanced nature of the service delivery manager position, these individuals must possess strong leadership abilities.
· Organisation skills - The ability to plan, structure, and prioritise work is referred to as organisation. You have a lot of responsibilities as a service delivery manager. Your ability to prioritise projects will help you manage your time effectively and delegate work to others.
· Time management skills - Time management includes how you organise your tasks so that you do them by the due dates. Because you frequently have time-sensitive activities to do as a service delivery manager, you must employ time management to finish them on schedule. Time management is a crucial ability to possess because it is crucial that you meet deadlines.
· Problem-solving - To solve a problem, one must locate practical answers. The major objective of a service delivery manager is to keep customers happy by resolving their issues. You must therefore possess problem-solving abilities in order to come up with answers to client complaints or issues.

Knowledge of legislation 
Employers, or organisations, ensure that the rights of employees are upheld as required by law. However, employers may only intervene via their managers and leaders. Particularly managers are very important in ensuring that businesses correctly follow employment laws. This means that in order for me to effectively manage the supply of services, I must have at least a fundamental awareness of the important concepts in employment law. (Treagus, 2022). The most important employment laws in the UK are Equality Act from 2010, Human Rights 1998, Data Protection Act, and Health and safety at work. 
Equality Act 2010: In accordance with the Equality Act, there are nine protected characteristics. Under the Act, it is forbidden to discriminate against someone based on one or more of these characteristics. Everybody is protected by the Act from discrimination because we all share some of these traits, Age, Impairment, Gender conversion, both Marriage and civil unions, Maternity and Pregnancy, Race, Religion or belief, Sex (Gender), and Sexual orientation. If you are treated unfairly because someone thinks you belong to a group with protected traits, that is also considered discrimination and is prohibited. (primaslaw.co.uk, 2022).
Data Protection Act 2018: The data protection Act 2018 implements the General Data Protection Regulation in the UK. (GDPR). Everyone who uses personal data must abide by the strict set of rules known as the “data protection principles.” They must validate the information is used fairly, legally, and transparently (gov.uk, n.d.)
Human Rights Act 1998: In 1998, the UK passed a law known as the Human Rights Act. It entitles you to defend your rights in UK courts and requires public institutions, like the government, police, and local councils, to treat everyone equally, fairly, dignitary, and with respect (libertyhumanrights.org.uk, n.d.).
Health and safety at work Act: Businesses are required by law to take reasonable measures to protect the health, welfare, and safety of their employees as well as the safety of others. Any potential for violence at work must be eliminated or controlled in accordance with the Act, and this is your responsibility. If you have five or more employees, you must have a written health and safety policy statement explaining how you manage health and safety in your organisation. (hse.gov.uk, n.d.).

My personal strengths and areas for further development 
Your strengths are the tasks or behaviours you excel in. This category includes knowledge, competence, abilities, and talents. People use their traits and abilities to do activities, communicate with people, and achieve goals. (Kittelstad, 2022). To be a good manager I need to be able to lead and inspire my team. There are certain criteria that mark a strong leader and I do possess a few strengths that would be beneficial to my career as a manager.  
Communication 
It is crucial that I can provide my team members with precise spoken directions and feedback. I believe I am a great communicator because I can express my ideas understandably and precisely. However, I still need to work on my active listening and being able to provide constructive criticism.
Planning and Organising 
Managing a big team will require me to be organised and be able to plan the tasks effectively. I think I'm strong at establishing specific objectives and making plans to achieve them. The area I need to work on is learning to encourage my employees to accomplish their maximum potential.

Problem-solving skills 
In order to deal with challenging tasks and situations at work, a good manager needs problem-solving skills. Organizations require employees with the analytical skills to identify issues and provide workable solutions. I need a variety of skills in order to properly tackle a problem. Research, information gathering, and reviewing the facts surrounding a problem are some of my areas of expertise. I still need to improve my ability to make decisions in order to choose which course of action to take.

	STRENGTHS 
· Great communicator
· Strong at establishing objectives and making plans to achieve them
· Good at researching and gathering information
	WEAKNESSES
· Active listening
· Decision making
· Constructive criticism
· Encouraging others to achieve their full potential 






	OPPORTUNITIES 
· I can learn decision-making, constructive criticism and encouragement techniques through courses and training programs offered by a number of businesses.
· Finish my study and graduate

	THREATS
· I might not meet the requirements for the management position because of a lack of experience and big competition in the job market.






SWOT Analysis


Personal career action plan/development plan

	My professional career pathway is: 

	
Finishing this course to progress towards B.A. and then applying for the position of service delivery manager. 




	What are my current strengths? 

	
Great communicator
Strong at establishing objectives and making plans to achieve them
Good at researching and gathering information




 

	What are my achievements and areas of success since the beginning of the module/programme?

	
Academic skills, Presentation skills, IT skills, English language Improvement




	In what areas do I need to develop? 

	
Gaining a qualification and achieving a degree.






	Why is it important to improve in these areas?

	
Getting a degree will give me better opportunities on the job market. 







	Who will help me? What resources will I need?  

	
The university and tutors. 






	What are the constraints/ barriers to achieving these key areas and how I will manage these– e.g. time, resources. 

	
Resources, family commitment, job commitment. 
Getting loan from students finance to continue my study. Attending classes on weekends not interfere with my job. 











	What further action do I need to take now? 
Actions to be taken – things to do, people to see. 

	
Continue my study. 











	Time scale – by when

	
End of the year











My short - medium – long term targets for the development of my own professional career plan (using SMART targets)


	Short-term plan (3 - 6 months)

	
Specific


	
Start level 5 and progress to BA in management

	Measurable 
	When I pass/submit my first assignment

	

Agreed


	
Family/Manager/Lecturers

	
Realistic


	
Yes

	
Time-Bound
	
01.05.2023

	Medium-term plan (1-2 years)

	
Specific


	
Graduation

	
Measurable


	
When I will submit/pass my modules.

	
Agreed

	
Family member/Manager/Lecturer

	
Realistic


	
Yes

	

Time-Bound

	
01/2024

	Long-term plan (2-5 years)

	
Specific


	 
Complete a MA (master), full time employment

	Measurable
	
When I pass my probation/Submit job application


	
	

	
Realistic


	
Yes

	
Time-Bound

	
01.12.2025








A personal reflection on the role play: Recruitment and Selection - Applying Gibbs reflective cycle

Here I give a reflective description of the role-playing exercise that took place in week nine. I played both the interviewer and the candidate in this exercise. As an interviewer, I pretended to be a manager at a chocolate factory. In the part where I played an applicant, I was playing a Service Delivery Manager role at DHL because this is who I want to be in the future. I will evaluate my emotions following this activity by employing Gibb's reflective cycle. 
Gibbs' reflective model is separated into stages, each of them stages call you to answer a series of questions that must be addressed in order for you to reflect as deeply as possible. According to Gibbs, the stages should include description, feelings, evaluation, analysis, conclusions, and action plan (Brown, 2022). This paradigm attempts to compartmentalise feelings and organise reflections. The several steps usually help in slowing down our brain processes to prevent us from making snap decisions.

[image: A picture containing timeline

Description automatically generated]
Gibbs Reflective cycle (www.crowe-associates.co.uk, 2022)

Description: What happened? 
I played both roles of a job interviewer (Manager of a chocolate factory) and an applicant (I was applying for the position of Service Delivery Manager at DHL). During the exercise, we had to ask five questions and give five answers. Each part of the role plays took ten minutes. 
Feelings: What were you thinking and feeling in that event? 
In the role of an interviewer, I was feeling quite confident and relaxed. I thought I was well prepared and composed. I wasn’t feeling the same way as an applicant. In this situation, I felt stressed, and my hands were shaking. I was forgetting what I wanted to say. I felt like I was attending a real job interview. 
Evaluation: What was good and bad about the experience? 
The good thing was that both of us were well-prepared for the role-play. It was a nice experience to practice a job interview as it will be helpful in the future. The teacher said, in the end, we had done a good job and to be honest I couldn’t find any bad things about the experience. 
Analysis: what sense can you make from the situation?
Thanks to this experience I understood how crucial is to be well-prepared when attending a job interview. 
Conclusion: draw your conclusion. 
I now realise how crucial it is to keep a positive outlook when learning in a setting like the one my classmate and I experienced during the interview. I've discovered how crucial it is for a candidate to enter an interview feeling assured and well-prepared.
Action plan: If the same experience arose again what would I do? 
If I have a job interview in the future, I will thoroughly research the company I will be applying to. I will practice different scenarios and possible questions I could be asked. This way I will feel more confident during the interview, and I will have more chances to get the job. 

Conclusion 
I learned a lot about myself, my abilities, and the areas I need to improve thanks to this report. I have a lot better understanding of whom I want to become in the future and the career path I want to take. I gained experience and knowledge from the job interview role-play that would be useful in the future. 
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Appendix A: Application Form completed as an applicant for the role play (A1).

 Job application form

[bookmark: _kpr05n82n26c]
Application for - Service Delivery Manager - DHL
[bookmark: _zidixfu2h1to]Your details
Name: Mr. Mariyan Tsochev

[bookmark: _obvz8px9oj35]Education and training
Please give details:

	
Level 3 Diploma in Business, 2021
Nescot College London 
Bachelor’s degree in Business and Finance, 2005
Sofia University St. Kliment Ohridski 









[bookmark: _qhulv5cexz75]Qualifications
Please give details:

	University of Wells Trinity Saint David London - Certificate in higher education for the skills in the workplace – 02/2022-12/2022











[bookmark: _97j1ykgd1f2u]Employment history
[bookmark: _itppkk92vaqm]Your current or most recent employer

Name of employer: DHL

Job title: Delivery driver 

Length of time with employer: 11 months 

Reason for leaving: Looking for opportunities to progress

Duties: 

	
Giving the best service to customers
Delivering and collecting parcels to and from customers
Sorting parcels and preparing my van for the day
Planning my delivery routes
Preparing reports at the end of the day











[bookmark: _81dqi68kkna8]Previous employers
Please tell us about other jobs you have done and about the skills you used or learned in those jobs.

	
FedEx
Courier driver / 2015-2022  

Skills learned: Communication skills, Time management skills, Customer service skills, Route planning skills, Vehicle maintenance skills 

City Link 
Courier driver / 2010-2014
Skills learned: Communication skills, Customer service skills, Time management skills 

Rico Style EOOD Bulgaria
Operator on a 5-axis CNC machine / 2003-2008
Skills learned: Attention to detail, Time management skills, Teamwork











[bookmark: _2hk78iv0b9mh]Supporting statement
Please tell us why you applied for this job and why you think you are the best person for the job.

	I have been working for DHL for the last 11 months and I really love the company and the company culture. I may not have the experience as a manager yet but as a driver, I learned how the company works and I’m very passionate about my work.
The skills I learned as a delivery driver such as communication skills, the ability to plan and organise, time management and teamwork skills would easily translate into success in this new position. My desire is to rapidly contribute to the company by combining my collection of skills with my passion for this amazing opportunity for a new professional career path. 



















[bookmark: _ojwn8qfpdqo4]
[bookmark: _l4j9qclj5v1t]Right to work in the UK
Do you need a work permit to work in the UK? Yes / No
[bookmark: _t2k2hyav6xgs]References
Please give the names and contact details of 2 people who we can ask to give you a reference. We may ask them before an employment offer is made. We will not ask your current employer until we get your permission. 
FedEx General manager Steve Etherington – 07808 000123 (previous employer) 
DHL General manager Paul Keefe – 07889 123000 (current employer)
[bookmark: _w5ptqqnrjpr0][bookmark: _fimrf6f4wc5k]Declaration
I confirm that to the best of my knowledge the information I have provided on this form is correct and I accept that providing deliberately false information could result in my dismissal.

Name: Mr Mariyan Tsochev

Signature: MMT

Date: 14.11.2022



Appendix B: The questions asked as an interviewer in the role play (A1)
1. 
The question/s asked as an interviewee in the role play (A1)
1. Why do you want to be a service delivery manager? 
2. When managing the expectations of customers and employees, how do you meet everyone’s needs?
3. Why do you think we should choose you for this position?
4. Why do you want to work for our company?
5. In your opinion, what are the main qualities needed to become a competent service delivery manager?
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