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[bookmark: _Toc500943471][bookmark: _Toc53314823]Section 1: Know how to identify development needs



1.1 [bookmark: _Toc500943472][bookmark: _Toc53314824]Identify learning styles for self and another

According to the VARK model test, you could potentially identify your preferences of learning styles and can be applicable to any other member of your team or any citizen. The VARK model is a popular concept in psychology and education and can identify your learning style, these are split in four categories: Visual, Aural (auditory), Reading/Writing and Kinesthetic. However, most evidence suggest that learning preferences have a very little impact on learning outcome.
I have done the test two times, as I always try to understand in more details about any test or theory, I learn about it.
This is the 1st time I done the test it was at the beginning of the module.
In this VARK  1st example my learning styles suggest I like to be taught more visual and audio, and balanced on other 2. The test I done is very impressive, similar I like to learn.

[image: ] 

This is the second time I done the WARK test (around at the end of the module), surprisingly visual and kinestehtic increase, audio stayed the same as the 1st time, and also a slightly increase on Read/Write. 
My theory is about taking the test two time, it depends on different factors when you take the test like your mood or atmosphere around you eg: room temperature, noise and may more. On both test one certain fact is: I actually love to learn visually, and not my type is writing. 
[image: ]


Another learning style model was developed by David Kolb in 1984, his experimental learning theory works on two levels: a four-stage cycle of learning and four separate learning style. 
Kolb theory is concerned with the learner’s cognitive process. Different people naturally prefer a certain style, and other factors influence a person style as I describe on both VARK test I took. Examples: social environment, educational experience or the basic cognitive structure of the individual. (as you can see bellow on my partner VARK test)

“Kolb states 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.” (Saul McLeod,2017)
“Learning is the process whereby knowledge is created through the transformation of experience” (Kolb, 1984, p. 38).

This is Monica VARK test and Honey and Mumford:
[image: ]
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Another learning style is Honey and Mumford:
	Total Y16 
	Total Y16 
	Total Y11 
	Total Y14 

	ACTIVIST 
	REFLECTOR 
	THEORIST 
	PRAGMATIST 



Activists learn best from ‘having a go’ and trying something out without necessarily preparing. They will be enthusiastic about role-play exercises and keen to take risks in the real environment. Activists are considered as those most keen to ‘DO’ in terms of the learning cycle. 
 
Reflectors are much better at listening and observing. They are effective at reflecting on their own and others’ experience and good at analysing what happened and why. In terms of the learning cycle, reflectors are seen as those who perform well in the ‘MONITOR’ role above all else. 

According with Honey and Mumford learning style test I scored most on two Activist and Reflector, this is kind of reflecting me on learning style preferences. I am the ‘DO’ and ‘MONITOR’, I like to take risks, go without any preparation as I am open to any challenges and I have good general knowledge. I also like challenges, monitories, scan and observer others as in Reflector style. I am well balanced but I also tend to be I Theorist and Pragmatist, my life conception is to be flexible in everything you do.


1.2 [bookmark: _Toc500943473][bookmark: _Toc53314825]Use a simple technique for identifying development needs for self & another

I used SWAT analyses for general business model, mine and one for my partner.
SWAT stand for Strengths, Weaknesses, Opportunity, Threats. Is the type of analyses who make to know yourself and others, gave you an opportunity to be better to discover your weakness and threats, can be a very powerful tool to improve your life quality even in your private life but also in general business as a model example.
The threats are more like an external factor as you can see in my general business example bellow, on the other hand weakness is internal, thinks like: any person can be lazy is an internal/personal weakness compare with COVID-19 an external/threat. All the SWAT analysis are linked to each other and can move from one to another. 
For example, a person who cannot drive -this is a weakness (fallow the bellow arrow example). If this person starts to learn to drive-the weakness is moving to a threat as is not confident on driving and the danger is external or in the middle of weakness/threat as both are internal and external. After passing the exam and gain some experience is starts to be a strength and in the same time an opportunity as you could find a job or might be less time to spend on public transports, improve your comfort, and expanding your circle area for finding a job, many more things. However, can move to weakness if you lose your driving licence based on any reason, and it will start all over. Can be applicable with any other weakness and can be a very powerful tool to identify weakness and threats on a general business environmental but also strengths and opportunities.
	 
STRENGTHS
 
 PASS THE TEST

 
	 
WEAKNESSES 


NOT DRIVING


	 
OPPORTUNITIES  



DRIVER

 
 
  

	 
THREATS 

LEARN TO DRIVE





This SWOT analysis is based on a general business example.
John Spacey (05 November 2015) What is SWAT analysis? Available at: https://simplicable.com/new/swot-analysis (Accessed 15 November 2020)

[bookmark: _Hlk57461179]
	 
STRENGTHS
 
 
Knowledge
Productivity
Efficiency
Scale
Speed
Innovation
Business capabilities
Finance and location
Brand
Quality
Technology
Infrastructure
Reputation
Diversification
Customer service and experience

 
	 
WEAKNESSES 


Customer service, relations and perceptions
Cost and prices
Distribution 
Quality
Target Market
Efficiency
Technology
Infrastructure



	 
OPPORTUNITIES  

Customer service, relations and perceptions
Customer needs 
Pricing
Promotion
Distribution
Technology
Diversification
Reputation




 
 
  

	 
THREATS 

Competition
Customer needs
Market Entry
Prices
Costs
Approvals
Supply
Disasters
Customer Service
Quality
Customer need & perception



[bookmark: _Toc456901517]
This is my personal SWOT analysis based on previous work experience as a bar manager/supervisor.


	 
STRENGTHS 
 
 
Knowledgeable
Efficiency on everything  
Speed
Flexible
Technology expert-digital champion 
Reputation
Customer service and experience
Fire marshal
Health and safety expert
Personal licence holder


 
	 
WEAKNESSES 


Language barriers
Resource limitation 
Writing





	 
OPPORTUNITIES  

Customer service, relations and perceptions
Customer needs 
Pricing
Promotion
Distribution
Technology
Reputation




 
 
  

	 
THREATS 

Competition
Customer needs
Prices
Costs
Disasters
Customer Service
Quality
Customer need & perception




In my career I had a lot of weaknesses but I overcome most of them.


This is Monica SWOT analysis we exchange the SWOT.

	 
STRENGTHS 
 
 
Creative
Team player
Positive attitude
Honest
Reliable 
Flexible
Knowledgeable
 


 
	 
WEAKNESSES 


Public speaking
Computers
Driving
 





	 
OPPORTUNITIES  

Motivating people
Gain experience of dealing with people 
Better career options




 
 
  

	 
THREATS 

Poor management
Limited ability to develop 



Monica SWAT analysis show her weakness as public speaking, I believe she doesn’t have confidence and she is scare to do this.  Another weakness is the ability to drive and using computers (this depends on her level of knowledge about using computer or using apps, intranet, forms, folder…). The best thing to do to overcome this: first to take a course for all three weaknesses as all are linked with each other. Computer skills course will give her strengths which later will be opportunity as on this day without digital skills, you cannot find a good job, most of the jobs request from you to have basic computer skills at least to perform basics tasks like: Skype, Teams, Fakebook and many more. Also, computer skills offer more possibilities to learn much faster for theoretical test for driving licence. All these opportunities will offer the opportunity to meet a lot of people and talk with them and this interaction will only lead to increase her confidence on public speaking. Practice, practice and more practice are a logo for a success to transform a weakness in strength and opportunities.
After she is going to finish this course, the weaknesses will become strength and she is going to have more opportunities to become whatever she is dreaming of.

[bookmark: _Toc500943474][bookmark: _Toc53314826]1.3 Identify potential barriers to learning for self and another.

There are a lot of learning barriers to include, the most common are:
-Transport -unable to have the right transport (public or private)
-Time -to travel, to learn, to study
-Learning disability
-Lack of self-esteem or confidence due to low skills levels.
-Negative personal experience of learning
-Family.
My personal barriers to learn is childcare at the moment. COVID-19 have a negative impact on almost everything. I overcome others barriers:
-Financial- I couldn’t study without the Student Wales Finance help.
-Work- I have a plan in place and supportive employer.
-Language -I have studied English for four years.


[bookmark: _Toc500943475][bookmark: _Toc53314827]


1.4 Explain how these barriers to learning can be overcome.


Financially, I done some research before starting the course and I find out that are some maintenance loan and grants, without this I couldn’t study. I applied for and contact them when I didn’t have an answer. I applied late for student finance that’s I waited a little long than normal and September is the busiest month, all students are waiting for their finances.
Work- I inform my employer of my intention. They were very happy to accept this, in case I need extra help like a day off or anything else I might need to study. My work doesn’t intercalate with my studies hours.
Childcare- This is the most challenging as COVID-19 makes impossible to use childcare even the use of my relatives as if lookdown starts you cannot do anything and if you have any symptoms you have to self-isolate.
[bookmark: _Toc500943476][bookmark: _Toc53314828]Section 2: Know how to develop self & others to achieve organisational objectives


[bookmark: _Toc500943477][bookmark: _Toc53314829]2.1 Analyse learning/development options to meet needs of self & another.

Firstly, I have to identify the learning styles for me and Monica and based on the test both we like to learn by audio and video, our 1st language is not English and is a weakness compare with other competitors. The best think to improve is to train your brain (writing, reading and practice) or to do a specific course, college or university. Based on WARK test me and Monica have something I common as both are in Reflector category we like to listen and observe others, we can take a step back and analyse before we move on. 
On Monica SWOT analyses, her weakness are public speaking and computers. At the moment for her she chooses the best plan to fallow as Skills for the Workplace is the best of improving/be confident on this and also for me. After we will finish this course, we will have a lot of new opportunities in management, at the moment we are lock of confidence on management skills.
Second, more test to identify further need might be helpful like a GAP analysis:
 
Gap Analysis Template 
	Objective 
 
	Current Position 
 
	Deficiency 
 
	Action 
 

	What do I want to do? 
 
	What can I already do? 
	What am I lacking? 
	How do I fix this? 

	 Skills for the Workplace 
 
 
 
	 I already started.
	Childcare
Time 
Money
	Study online.
Student finance

	 Work Coach-DWP
 
 
 
 
 
 
	 Administrator Officer
	Management skills
	 Study Skills for the Workplace

	Increase psychical exercises 
	None
	Gym

	Create a plan to include more free time to spend on this


 









Monica Gap analysis:
Gap Analysis Template 
	Objective 
 
	Current Position 
 
	Deficiency 
 
	Action 
 

	What do I want to do? 
 
	What can I already do? 
	What am I lacking? 
	How do I fix this? 

	 Skills for the Workplace 
 
 
 
	 I already started.
	Childcare
Time 
Money
	Study online.
Student finance

	NHS supervisor or manager
	Hostess 
	Management skills
	Study Skills for the Workplace

	
	
	
	



As you can see both we are similar on what steps we done to reach our dream job. Both we took a course which was create by University of Wales Trinity St Davies for anyone how want to enter in business management.





[bookmark: _Toc500943478][bookmark: _Toc53314830]

2.2 Identify support mechanisms for the development of self & another

[bookmark: _Toc456901523]
Me and Monica attend at this university course, we are going to study 6 modules this year this is our personal development plan. On each module we have to pass an assignment this will monitories our progression. In the meantime, I am going to apply for some jobs to gain more experience with CV and especially with interviews. I will advise Monica or anyone else who want to take next step for better job, to apply for jobs even only for the experience you can gain by this complex process.


















[bookmark: _Toc500943479][bookmark: _Toc53314831]2.3 Prepare development plans for yourself and another person


Part 1: Personal Analysis 
See SWOT Analysis in 1.2 
Part 2: Setting Goals
	What do I want to learn?
	What do I have to do?
	What support and resources will I need?
	How will I measure success?
	Target Date for Review

	Leadership and Management Skills for the Workplace (BA) 

	Apply to study at University of Wales Trinity Saint David
	Money
Time
Childcare
	Degree certificate
	20/06/21

	Driving

	Practice to drive.
Pass theory and practical test
	Money
Time 
Childcare
	Driving licence 
	10/03/21

	
Improve English


	Practice
Study
Watch TV, listen radio, write, read and chat with other people
	Time 

	Ask other people how I done+ online English test.
	20/06/21



Part 3: Personal Objectives

	Short Term Goals (next 12 months)

	
Finish first year Leadership and Management Skills for the Workplace
Driving licence.


	Medium Term Goals (2-3 years)

	
Pass the final test Leadership and Management Skills for the Workplace.


	Long Term Goals (3-5 years)

	
Work Coach -Department for Work and Pension.




[bookmark: _Toc500943480][bookmark: _Toc53314832]2.4 Method used to monitor the development of self & another.

For the Skills for The Workplace program, is self-monitories as every step you do is to pass a module, there are 6 modules this year and this is the best thing to monitories my progression. 
Why you have to monitor your personal development plan?
This question is about me? but I know about me because I am me.
The reasons everyone should monitories their personal plan:
-if you stop and reflect you can have your own feedback
-it provides information on your progress – from where you start to now 
-record and compare information, review and feedback
-improve motivation and confidence (as Julia Ault said: “better than a blank page “)
-it helps you to reach your gold and provide additional need 
-can identifies new strength/ weaknesses, also opportunities and threats.













[bookmark: _Toc500943481][bookmark: _Toc53314833]Section 3: Know how to prepare for the recruitment process 


[bookmark: _Toc53314834]Reflection on the recruitment process 

[bookmark: _Hlk58058928]I used the reflective Gibbs cycle (Gibbs ,1988)

[image: ]





This is one of the most famous cyclical models of reflection, created by Graham Gibbs in 1988 to give structure to learning from experience .it is cover six stages:
Description-of the experience
Feelings- thoughts and feeling about experience
Evaluation-good or bad about experience
Analysis – to make sense of the situation
Conclusion-what we learned and you have done differently
Action plan-what you would do if arise again (experience)




[bookmark: _Toc53314835]3.1 Description

I worked as a Bar Manager for a large Hospitality company for 6 years. I have been trained on different skills like Health & Safety, Fire Safety, many more. I used to work most of the time at night-time and long shifts. I decided to change my job to start a fresh new start. I was looking for something with regular shifts, daytime, close to my house and to have weekends off. In the first months after I quit my job, I had a lot of confidence but turn out is not so easy to find a new job especially whit my nightshifts background. I applied for Job Seeker Allowance and I attended and interview with my Work Coach. After the experience on the interview with him, I realised that this Work Coach have less knowledge than me regarding job applications, digital skills, people skills, and my strength: working face-to-face with customers as bartender/supervisor. I asked how he applied for job as I would like to apply for.  He told me I can try on civil service website however is not so easy for you.

[bookmark: _Toc53314836]3.2 Feelings

I was very frustrated after I left the interview with my Work Coach, but with a burning feeling to apply for jobs as Work Coach. I felt sorry because I was quit before taking a new job, this was a very big mistake.
As I am very competitive person, I accepted the challenge in my mind. Automatically I started to think about this and created a personal plan in my mind. I said to take a step back to think and evaluate my situation.
I started to search on internet, what is Work Coach? – to be Work coach you have to work for DWP (Department for Work and Pension) and it is responsible for welfare, pension and chid maintenance policy. DWP is the biggest public service, they deal with around 20 million claimants and customers.
I search for vacancy on internet about work coach but I couldn’t find anything about this on the most jobs search websites:
- https://www.indeed.co.uk
- https://www.joblist.com
- https://uk.best-jobs-online.com 
- https://www.monster.co.uk/ and many more.
The only way to apply was at https://www.civilservicejobs.service.gov.uk , you have to create an account and after to fallow the steps.
The process is straight forward you can apply for some jobs after you set up your account. Some jobs are internal only for the civil servant, this jobs you can see after you become civil servant employee.
There isn’t need of an CV for this job application. To register you have to fill up some sections about you: personal details, qualifications, your educations and other things you usually include on CV, this is creating your account similar to a CV.
I was extremely happy about the process, was straight forward and not too difficult to set up an account and apply for a civil servant job. I find out you have to work for Department for Work and Pension to be a Work Coach.
It was not any Work coach jobs on civil servant jobs however I was already applying for any position on the Department for Work and Pension, I thought working for DWP will be a start. After a lots of failure applications, I received an interview opportunity from DWP and the position was for enquire agent for Employment and Support Allowance benefit.
I was very scared, my first language is not English and being on enquiry line is a little more difficult than talking face-to -face, but I accepted the challenge.
[bookmark: _Toc53314837]3.3 Evaluation

After I applied for Administrator Officer job, I was invited for a Situational Judgement Tests – is a type of psychometric test which present the candidates a variety of ways in which you could respond as with realistic workplace situation.
After this is you have to write to behaviours -is around 250 words and are specific to the grade level of the job role. Some of behaviour example:
Seeing the Big Picture
Changing and Improving
Making Effective Decisions
Leadership 
Communicating and Influencing 
Working Together and many more 
(Cabinet Office 4 March 2019, Available at: https://www.gov.uk/government/publications/success-profiles , Accessed 29 November 2020)
The behaviours I use at the moment I applied for this job, are using STAR technique.
STAR technique stands for Situation, Task, Action, Result.
Situation-describe when did it take place 
Task-explain what was the objective
Action-details about action you took to achieve this
Result-result of your action
This are the behaviours STAR example I used for job applications:
1.Communicating and Influencing
DWP introduced a policy called 'Once and Done'. It aimed to change us from a contact centre that diverted customers between departments to resolving customer enquiries in one call. This ensured that customers received a much better public service.
I was enthusiastic about the approach and could see the benefits for customers, but realised that the change may not be viewed positively by everyone in the team. As a site Superuser, I liaised with my team leader and site coach to ensure the most up to date information was fed back consistently to my team. I filtered emails by order of importance and relevance, making decisions on what feedback was to be sent immediately and what could wait until the weekly team meeting.
I adopted a positive approach when interacting with others and also listened to different views and ideas. During team meetings I orally shared information which I received from our site coach and team leader. I sent emails to the team keeping them up to date with developments.
One particular team member disagreed with the Once and Done approach and challenged me. I acknowledged his concerns and answered them sensitively and with respect. I felt it was important to explain that the changes could only result in better customer service, and our job satisfaction could only improve. As a result of my input, the team has now embraced the Once and Done initiative and is consistently exceeding customer's expectations. Feedback from customers was excellent.


2.Managing a Quality Service
Customer feedback illustrated issues with Access to Work calls. I assured my customers that I would look for improvements.

I liaised with my team leader to identify poor performance across my team/ I planned time with each agent on my team taking care to minimize impact on the business.
I volunteered to create a desk aide so that accurate information was given to customers, promoting adherence to the correct guidance. I sat with agents to listen to calls and how they handled them. I gave constructive feedback and checked with individuals to agree remedial action. It was important I adapted my coaching skills to the individual as each had differing needs and I needed to be mindful that people learn in different ways and at different speeds.
I provided weekly feedback to my team leader which included common errors, hints, tips and best practices and sought assurance that the issues were addressed.
I liaised with the site coach to embed good practice across the team and sought guidance on handling difficult conversations to manage agents who were not receptive to feedback.
 ------------------------------------------------------------------------------------------------------------------








I have to rethink everything about me, and I start to do some research about being a civil servant and to prepare for the interview. 
I find out that the enquiry line is a very hostile environment as this position was for Employment and Sport Allowance where people have a medical condition and can be difficult to talk. On the other had they request a basic English to speak, this was a strength at that moment for me.
On my previous job I had customers face to face and they were alcohol intoxicated, on some situation aggressive and difficult to talk, on the other hand similar situation on enquiry line but over the phone.
I started to prepare for interview, first I looked for similarities skills to add on interview process.
I don’t like to read books but I am obsessed with the internet. You can find almost everything you want about interviews and the best source is GOOGLE, it connects you to best interview websites, like these examples:
- www.thebalancecareers.com
- www.prospects.ac.uk
- www.reed.co.uk
- www.indeed.com
I prepared for interview starting from;
-dress code- was formal on this situation, however on previous past interviews I had casual it depends on the interviews
-1st impression-salute, introduce yourself, speak lauder and have eye contact with the interviewer.
-during the interview -eye contact, pause -think -and answer back, be polite, positive body languages.
-my favourite- prepare some question as always, they ask you if you have any at the end 

[bookmark: _Toc53314838]3.4 Analysis

I passed the interview and I started to work for Department for Work and Pension as civil servant. The interview was a success as I was study for and I learn so many about interviews.
The interview was difficult, I went there pretty sick with fever and on antibiotic course, this impress the interviewer. I answered to some difficult questions, I told them as I worked before as bar manager and I was dealing with intoxicated people and only a single word if you add it incorrectly you can change everything, best is to listen and think and after take the best course of action. They were very impress about this as they agree with my statement.
This preparation for interviews and job application lead to this. The skills I have to have as a Work Coach are managerial skills and at the moment, I need it to improve. This is the reason I started to study business management skills for workplace as this will be a push to reach my dream job as a Work Coach, and also will definitely open other doors for different opportunities as Senior Manager for other departments.
[bookmark: _Toc53314839]

3.5 Conclusion

I done and passed a perfect interview, my secret was preparation, a lot of.
On the other hand, this is not finish as my gold is Work Coach, for this I am doing the Skills for the Workplace as is next level as Executive Officer involving management skills.
I learn a lot of things about me, I was underappreciating my skills, especially I found out I am good at influencing and communicate with people, overcome most of my weaknesses on the interview process.
I learned a lot about civil service competencies as they use STAR template, Situation Task Action Result.



[bookmark: _Toc53314840]3.6 Action Plan

My own gold is not finish; I am still looking for Work Coach job. With all this experience I gain on this application I am ready to take the next step after finishing this University course.
I have applied for Work Coach job, before I started the course pass all the Judgment test, behaviours…., but I failed the interview.
The interview was over the internet on-line and was recorded question, I felt horrible, was like talking with your own computer. This added to my experience and now I applied again but I hope I will reach the interview again.
The problem if I pass the interview I have to choose between new job and university course this will be a new reflective cycle to think of.

Points to improve: writing this is my biggest weakness -as now with a lot of academic practice I will overcome soon, this make me to be more confident in the future.
Now I understand more about reflective Gibbs cycle and I will apply on more day-to-day tasks including personal and professional.
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[bookmark: _Toc53314843]Appendix B -Job Application

Vacancy Details
Job title
DWP Work Coach Executive Officer Universal Credit - Central England and Wales
Application closing date
30/06/2020, 23:55
Reference number
56050
Department
Department for Work and Pensions
Business area
DWP - Work and Health Services - UC
Currency
GBP (£)
Salary minimum
26892
Salary details
£26,892 (National) £28,570 - £31,099 (London)
Grade
Executive Officer
Contract type
Permanent
Type of role
Operational Delivery
Working pattern
Full-time, Part-time, Flexible working, Job share
Number of posts
800
Location
About the job
Short summary
DWP are looking to fill Work Coach Executive Officer roles in Work and Health Directorate responsible for the delivery of Universal Credit. These are key roles in making a real difference to people’s lives.

They support a wide range of claimants with varying requirements to find work, increase their income or prepare for work when they are able. Ultimately through tailored coaching supporting them to financial independence.

To deliver a holistic service Work Coaches ensure they make One DWP a reality by working collaboratively and building strong and proactive working relationships with colleagues in all parts of DWP and their local community.

Universal Credit is a single payment for people who are looking for work or on a low income. Universal Credit will help claimants and their families to become more independent and simplifies the benefits system by bringing together a range of working-age benefits into a single payment.
The Universal Credit digital service gives claimants one online account for everything, including applying for Universal Credit, accepting their claimant commitment, checking payments, reporting changes and keeping in touch with their Work Coach. The Work Coach is responsible for helping claimants into work, progress in work and stay in work and support our most vulnerable claimants.

We are looking for people who are customer focused, with the right skills, commitment and capability to deliver an exceptional public service with compassion and empathy, who are empowered to use their judgements to do the right thing for our customers at this critical time. If you have a genuine dedication to a public service department that makes a real difference to the lives of others, you will find great satisfaction in working with us. These roles offer you an exciting opportunity to shape and be at the heart of the Government’s innovative Welfare Reform agenda, in particular, Universal Credit.
What will the successful candidate be doing?
Currently the work coach role is undertaken using digital and telephone interventions with customers, employers and wider DWP teams. Once restrictions in relation to COVID 19 are eased, face to face interventions will be re-introduced. The Work Coach role typically involves:

• Having an assigned caseload of Universal Credit, Jobseekers Allowance, Employment Support Allowance & Income Support claimants for whom they will be responsible, providing consistency and continuity of service.
• Looking for way to serve customers that continually puts their needs at the heart of what we do.
• Offering quality, dynamic, flexible, advice, and support to underpin claimants’ personalised commitment to job search actions, and support them to develop the skills and activities they need to look for and obtain work in a digital environment.
• Building positive relationships with claimants that encourage, motivate and build trust through recognition, praise and reinforcing of positive behaviours, simplifying complexities and adapting communications so others can understand, completion of tasks, encouraging the achievements of further more stretching goals.
• Proactively developing in-depth knowledge of the local labour market and provision, recognising the roles that our Partners and Employers have in helping our customers secure employment.
• The ability to confidently use Digital services, navigate and coach others to use digital job search methods i.e. job search websites, email, uploading documents, social media.
• Promoting the benefits of claimants planning their own Work Search or Work Preparation Activities.
• Uphold the principles of Social Justice at all times; by supporting claimants through difficult times, offering them sound advice and providing them with the relevant tools you will enable them to transform their lives for the better.
• Supporting Universal Credit customers to make the most of their work and earnings potential and become financially independent.
• Being accountable for the level, frequency and intensity of contact they have with each claimant by managing their own diary.
• Making timely decisions, based on the needs of the claimant, to refer them to appropriate support.
• Being accountable for the decisions made during interviews with claimants to help move them back into sustained employment or prepare for work.
Who are we looking for?
To be successful you will need to demonstrate effective communication skills across a wide range of diverse customers, along with the ability to understand complex information and give explanations to the customer. You must also be able to navigate a range of computer systems to action tasks as well as coach others to use digital work searching. You’ll also be required to handle telephony queries and have the ability to manage difficult situations.

Key Criteria:

• Communicate well with a wide range of diverse people, claimants and customers and deliver an excellent service;
• Looking for ways to serve customers that continually puts their needs at the heart of what we do;
• Confidently use Digital services, navigate and coach others to use digital job search methods i.e. job search websites, email, uploading documents, social media and action tasks;
• Understanding and interpreting complex information and, simplifying complexities and adapting communications so others can understand;
• Handle sensitive and challenging situations, including potential emotional situations, in person, phone and/or using digital methods; and
• Using your judgement and taking a considered approach to situations and tasks when making decisions.
Benefits we offer
• Learning and development tailored to your role
• An environment with flexible working options
• A culture encouraging inclusion and diversity
• A Civil Service pension
Selection process details
After submission of the first stage of your application you will be invited to complete a Civil Service Judgement test. If you successfully pass the test, you will be invited to complete the second stage of the application.

Please complete the online tests as soon as possible (within 24-48 hours is recommended), the closing date for both the tests and online application is 23:55 on 30 June. If you fail to complete the online tests and written application before the deadline your application will be withdrawn. Guidance for the tests will be available when you are invited to take the tests. The tests are administered online and accessed via the CS Jobs website.

If you are successful at the test stage you will then be invited to complete an application form based on the behaviours:

• Communicating & Influencing
• Managing a Quality Service

<b>Please note the closing date for your full application is 23:55 on 30th June</b>

Should a large number of applications be received, an initial sift may be conducted using the lead behaviour, Communicating & Influencing. Candidates who pass the initial sift may be progressed to a full sift, or progressed straight to interview.

Feedback will only be provided if you attend an interview, no feedback will be provided at the sift stage of the campaign.

<b>Please note that this vacancy consists of four linked adverts for the same roles but with different locations. The references of which are as follows: 56050, 56109, 56110, 56112. If you wish to apply for more than one of these vacancies we will sift and interview you only once on your lead application.

Your lead application is the first vacancy for which you apply. Your subsequent application will be automatically marked as ‘Campaign duplicate’ status and your sift and interview scores will automatically be carried across. Please note your lead application cannot be amended once you have applied so please ensure you apply for the most suitable region first prior to submitting any further applications. </b>

Those who pass the online test with the required score, and the sift, if undertaken, will be invited to interview via an electronic notification to your Civil Service Jobs site. If you are invited to an interview this will be to assess how well you can demonstrate you have the behaviours listed.

All communications will be electronic therefore it is vitally important that you check your Civil Service Jobs account regularly, as well as your spam/junk email folder.

Once you receive the invite to interview you will need to access the system and book yourself an interview slot.

<b>Preparing for the interview: </b>

If successful with the online test and application form sift you will be invited to a blended interview. Please note that interviews will be conducted by video and you may need to use your personal device to access the platform.

The interview will include strength based questions and you will be asked to provide examples against each of the behaviours detailed within the advert.

Further information about the process can be found in the Candidate Pack.

Interviews are expected to take place between 27 July 2020 and 21 August 2020 (dependent on sift requirement)

The above interview dates may change depending on the numbers involved; however, candidates invited to interview will be given at least three working days’ notice.

If you withdraw your application at any stage it will not be progressed any further.

If invited to an interview, a survey will be issued to you with a list of locations where we have vacancies, it is really important that you complete this survey and return to us prior to your interview, the survey will ask you to confirm each location you wish to be considered for. As posts are offered in strict merit order, if all the locations you have confirmed have been filled you will be placed on a reserve list for 3 months. As further vacancies arise we will revisit the reserve lists and make offers.

<b>After the interview: </b>

Once all interviews have been completed, candidates will be notified of the outcome by email.

Successful candidates offered a posting based on their preferred locations will be notified of a start date, which is likely to be during September 2020. These posting offers will be made in strict merit order.

Successful candidates not offered a posting will be placed on the reserve list which will be held for 3 months. This period may be extended up to a maximum of 12 months. The reserve list will be used to offer future vacancies arising in your preferred locations. These further posting offers will also be made in strict merit order.

Please note that for some of the locations currently listed in this vacancy, we may not be able to immediately offer a position based on the needs of the business at the time.

The reserve lists may also be used to offer future vacancies not necessarily restricted to the current locations included in the advert. They may also extend to vacancies which arise across the wider DWP network. Any such offers would be made in strict merit order to all candidates remaining on the reserve list. The location and job role would be fully explained to you. Refusal of the offer would not change your reserve list position.

<b>Further Information</b>

Working Pattern:
Part time and job sharing working patterns within working hours will be considered but must meet business needs. We will do our best to let people with existing part time contracts retain their contracted hours provided they are in line with current business needs. Please note that successful part time and job share candidates will be required to work full time for specific periods to complete all training and consolidate.

Reasonable adjustment:
If a person with disabilities is put at a substantial disadvantage compared to a non-disabled person, we have a duty to make reasonable changes to our processes.
If you need a change to be made so that you can make your application, you should:
• Contact Government Recruitment Service via ucdwprecruitment.grs@cabinetoffice.gov.uk as soon as possible before the closing date to discuss your needs.
• Complete the “Assistance required” section in the “Additional requirements” page of your application form to tell us what changes or help you might need further on in the recruitment process. For instance, you may need wheelchair access at interview, or if you’re deaf, a Language Service Professional.

Any move to DWP will mean you will no longer be able to carry on claiming childcare vouchers. You will however have access to the governments Tax Free Childcare scheme.

If successful and transferring from another Government Department a criminal record check may be carried out.

DWP takes development seriously. Our aim is for our colleagues in these roles to be appropriately skilled and qualified – as determined by the business. To support this aim you will be required to undertake a work-based qualification, which may be in the form of an apprenticeship, which will support you in further developing your professional knowledge and skills for this role and your future career development. The qualification can be undertaken in work time; you agree to take this job on the basis that you may be required to undertake a work-based qualification.

<b>Very Important Note: </b>
When submitting your application for a post in the DWP you will be asked; "Are you currently undergoing any formal discipline, absence or poor performance action?" It is important that you only tick this box if you are currently within the formal review period for attendance or performance management, or have a penalty banning you from promotion. Do not tick the box if; you are in a 'Sustained performance period' for Performance, you are in a 'Sustained Improvement period' for Attendance, or you have any other disciplinary that does not specifically have a restriction on applying for promotion. To be eligible to apply for a position within DWP, candidates must not currently have any restriction of duties as a result of disciplinary action. To be eligible to apply for a position within DWP, candidates must have passed their probationary period with their home department.

Before applying for this vacancy, current employees of DWP should check whether a successful application would result in changes to their terms & conditions of employment, e.g., mobility, pay, allowances. Civil Servants that would transfer into DWP from other government organisations, following successful application, will assume DWP's terms & conditions of employment current on the day they are posted, unless DWP has stated otherwise in writing.

Once this job has closed, the job advert will no longer be available. You may want to save a copy for your records.

<b>Terms and Conditions</b>

Hours of work:
The full-time working week in DWP is 37 hours (under certain circumstances 36 hours for existing DWP staff based in London). You may be required to work at any time between the hours of:
7.45 am and 8:00 pm on any day between Monday to Friday, and
8.45 am to 5:00 pm on Saturday.
Managers will agree working patterns with successful applicants within these business hours and review these as appropriate.

Working pattern:
Part time- and job-sharing working patterns within working hours are available but must meet business needs. We will do our best to let people with existing part time contracts retain their contracted hours provided they are in line with current business needs. Please note that successful part time and job share candidates may be required to work full time for specific periods to complete and consolidate training.

Existing DWP Employees:
Before applying for this vacancy, current DWP employees should check on the DWP intranet whether a successful application would result in changes to their terms & conditions of employment, e.g., mobility, pay, allowances. If you are successful you must be able to be released from your current post within 4 weeks.

Applying for a lateral transfer or promotion from outside DWP:
Civil Servants that transfer into DWP from another government department or organisation, following successful application, will assume DWP's terms & conditions of employment current on the day they are posted, unless DWP has stated otherwise in writing. Assuming DWP’s terms & conditions may result in a change to your entitlements eg: leave. Please contact the vacancy holder if you have questions regarding DWP terms & conditions.
Behaviours
We'll assess you against these behaviours during the selection process:
Communicating and Influencing
Managing a Quality Service
Making Effective Decisions
Things you need to know
Security
Successful candidates must pass a disclosure and barring security check.
Selection process details
This vacancy is using Success Profiles (opens in a new window) and will assess the following areas: Abilities, Behaviours, Strengths.
Feedback will only be provided if you attend an interview or assessment.
Nationality requirements
Open to UK, Commonwealth (opens in a new window) and European Economic Area (EEA) (opens in a new window) and certain non-EEA nationals. Further information on whether you are able to apply is available here (opens in a new window).
Working for the Civil Service
The Civil Service code (opens in a new window) sets out the standards of behaviour expected of civil servants.
We recruit by merit on the basis of fair and open competition, as outlined in the Civil Service Commission's recruitment principles (opens in a new window).
The Civil Service embraces diversity and promotes equal opportunities. As such, we run a Disability Confident Scheme (DCS) for candidates with disabilities who meet the minimum selection criteria.


Further information
Contact point for applicants
Name
DWP Recruitment Team
Email
ucdwprecruitment.grs@cabinetoffice.gov.uk
Recruitment team email
wendy.illingworth1@dwp.gov.uk
Online test instructions
Please complete the online tests as soon as possible (within 24-48 hours is recommended), the closing date for both the tests and online application is 23:55 on 30 June 2020
Complaints process
If you feel your application has not been treated in accordance with these principles and you wish to make a complaint, you should in the first instance contact DWP by email: HR.BUSINESSASSURANCE@DWP.GOV.UK
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Eligibility
Are you already a civil servant, or employed by a Civil Service Commission accredited public body?
Yes
Home department
Department for Work and Pensions
Have you passed your probation?
Yes
Are you applying on promotion?
No
Are you currently in the review period following a warning for poor performance?
No
Are you currently in the improvement period following a warning for unsatisfactory attendance?
No
This job is open to UK, Commonwealth and European Economic Area (EEA) and certain non-EEA nationals.
Do you meet the nationality requirements for this post?
Nationality rules (opens in a new window)
Yes
Will you have the right to remain and take up work in the UK before employment commences?
UK Visas and Immigration (opens in a new window)
Yes
Personal information
Name Blind - First Name
Neculai Alin
Name Blind - Surname
Chirila
Name Blind - Preferred first name (optional)
Alin
Contact details
Name Blind - Preferred contact number
07853330940
Name Blind - Secondary number (optional)
Email address
chirilaalin@yahoo.com
Disability Confident Scheme (DCS)


The Civil Service embraces diversity and promotes equal opportunities. As such, we run a Disability Confident Scheme (DCS) for candidates with disabilities who meet the minimum selection criteria.
Disability Confident employers offer an interview to a fair and proportionate number of disabled applicants that meet the minimum criteria for the job (this is the description of the job as set by the employer).
To be considered for an interview you must have:
· a physical or mental impairment which has a substantial and long term (over 12 months) adverse effect on your ability to carry out normal day to day activities; or a long-term health condition; and
· Demonstrated that you meet all the minimum qualifying criteria set out in the advertisement for the post at the application and testing stages.
Do you feel that you meet the criteria and would like to apply under the Disability Confident Scheme (DCS)?
No


Assistance required
Will you require a reasonable adjustment during the interview/assessment stages?
For instance, you may require wheelchair access at interview
No
Will you require a reasonable adjustment during the online tests?
Further information can be found in the reasonable adjustment guide (opens in a new window). Numerical, Verbal and Civil Service Judgement Tests are not timed. Please do not make a request for extra time.
No
Declaration
· All the information I've given in my application form is true to the best of my knowledge and belief
· This is my only application for this role and accurately reflects my suitability
· I understand a check against the National Collection of Criminal Records and against other records or databases may be undertaken if I'm offered a position
· I understand that I’ll be asked for evidence of identification if I’m offered a post
· I understand my application may be rejected or I may be subject to disciplinary action if I've given false information or withheld relevant details.
If you have any concerns about what we will do with your information, please see our privacy notice (opens in a new window).
I agree

DWP Work Coach Executive Officer Universal Credit - Central England and Wales
Behaviours
Provide statements describing your skills and experience regarding each stated behaviour.
Structure your example as Situation, Task, Action, and Result.
Find out more about Success Profiles and Behaviours (opens in a new window).
Each answer should not exceed 250 words.
Communicating and Influencing
DWP introduced a policy called 'Once and Done'. It aimed to change us from a contact centre that diverted customers between departments to resolving customer enquiries in one call. This ensured that customers received a much better public service.
I was enthusiastic about the approach and could see the benefits for customers, but realised that the change may not be viewed positively by everyone in the team. As a site Superuser, I liaised with my team leader and site coach to ensure the most up to date information was fed back consistently to my team. I filtered emails by order of importance and relevance, making decisions on what feedback was to be sent immediately and what could wait until the weekly team meeting.
I adopted a positive approach when interacting with others and also listened to different views and ideas. During team meetings I orally shared information which I received from our site coach and team leader. I sent emails to the team keeping them up to date with developments.
One particular team member disagreed with the Once and Done approach and challenged me. I acknowledged his concerns and answered them sensitively and with respect. I felt it was important to explain that the changes could only result in better customer service, and our job satisfaction could only improve. As a result of my input, the team has now embraced the Once and Done initiative and is consistently exceeding customer's expectations. Feedback from customers was excellent.
Managing a Quality Service
Customer feedback illustrated issues with Access to Work calls. I assured my customers that I would look for improvements.

I liaised with my team leader to identify poor performance across my team/ I planned time with each agent on my team taking care to minimize impact on the business.

I volunteered to create a desk aide so that accurate information was given to customers, promoting adherence to the correct guidance. I sat with agents to listen to calls and how they handled them. I gave constructive feedback and checked with individuals to agree remedial action. It was important I adapted my coaching skills to the individual as each had differing needs and I needed to be mindful that people learn in different ways and at different speeds.
I provided weekly feedback to my team leader which included common errors, hints, tips and best practices and sought assurance that the issues were addressed.

I liaised with the site coach to embed good practice across the team and sought guidance on handling difficult conversations to manage agents who were not receptive to feedback.

The customer journey was greatly enhanced and the feedback received from customers was excellent. Following the implementation of the desk aid I was asked to train agents in Southend Contact Centre on the Access to Work line. The feedback I received was that it was easy to follow, gave accurate information and that the customers were satisfied with the improved service.
Declaration
· All the information I've given in my application form is true to the best of my knowledge and belief
· This is my only application for this role and accurately reflects my suitability
· I understand a check against the National Collection of Criminal Records and against other records or databases may be undertaken if I'm offered a position
· I understand that I’ll be asked for evidence of identification if I’m offered a post
· I understand my application may be rejected or I may be subject to disciplinary action if I've given false information or withheld relevant details.
If you have any concerns about what we will do with your information, please see our privacy notice (opens in a new window).
I agree
Interview 1 feedback
Behaviours
                
Communicating and Influencing
Score: 2
Managing a Quality Service
Score: 5
Making Effective Decisions
Score: 5
Strengths
           
Strengths Total Score
10
Overall score
22
General Comments
3. Spoke about making a presentation at the end of a 2-day course which he felt grabbed his audience's attention. However, this was a result of a cost-saving idea he presented rather than how he adapted his communication skills to suit his audience.
4. Said he likes mentoring people which sometimes involves having to communicate things people find it difficult to understand. Spoke about the steps he takes to overcome such issues e.g., breaking things down and repetition.
5. Candidate was able to recall a relevant example which helped to improve a process and reduce errors at work.
6. Said he agreed with the statement to a certain extent as DWP as a duty to provide the best possible service to claimants while following relevant guidance and laws.
7. Spoke about his role as Deputy Manager of a bar and having to manage a couple of groups of people who became intoxicated and starting acting inappropriately. He ultimately asked one of the 'ring leaders' to leave after explaining the potential consequences of his continued behaviour. He later received a thank you email from this customer thanking him for his actions and preventing him from potentially getting in trouble with the Police.
8. Said he regularly has to take decisions without all the required information, although he takes steps to source as much information as possible. Did not explain how being in this situation makes him feel.
Civil Service Judgement Test
Feedback
Thank you for completing the Civil Service Judgement Test.
You scored better than 42% of test takers. You have met the minimum requirements for this job grade, so are still being considered for the vacancy.
An automatically-generated test report contains more detail about test performance. For more information, see the candidate guide (opens in a new window). 
Your test score has not been banked, so if you apply for another job requiring this test, you will need to retake it.
Suggestions for improving your score in future
· complete similar tests online, including our own CSJT practice test (opens in a new window)
· explore resources, challenges or development opportunities that improve your judgement and decision making - for example at home or work
· consider how you analyse information and what you can gain from it - to better focus on important text points
CSJT Test Report (opens in a new window)

Candidate Unique ID: 1390349
Civil Service Judgement Test (CSJT)
Applicant Feedback Report
Information about this report
This report describes your performance on the Civil Service Situational Judgement Test, or CSJT.
Using situational problems, the CSJT assesses your judgement and decision-making skills in relation to
the behaviors detailed in the Success Profile Framework and the level of your expressed Aspiration and
Engagement.
Your scores
Your results are presented in two ways: an overall score reflecting your performance across the entire
test, and your scores on each of the behaviors tested and the preference scores for Aspiration and
Engagement.
Your scores are presented as a percentile, showing what percentage of people in an appropriate
comparison group you scored higher than. The score that is used for selection purposes is the overall
score. If you attend an interview, the interviewers may use your competency scores to assist in
planning what questions to ask of you.
The comparison group used for this report is: Civil Service Employees - Executive Officer or equivalent.
Overall score
You achieved an Overall Score that was higher than 42% of the comparison group. This places your
performance within the middle range of performance of the comparison group on this test. The score is
based on how you responded to all of the questions presented in the test.
42
Remember, your results show only how you performed on the test on this particular occasion. If the result
you obtained on the test does not reflect what you judge your capabilities to be, this may be due to a
variety of reasons, including how you were feeling when completing the test (e.g., test nerves, illness) and
distractions when you completed the tests.














Appendix C-CV
Mr Alin Chirila
71 Pentyla Road, Swansea, SA2 0YN
Telephone: 07853330940
chirilaalin@yahoo.com


Career Objective

With over fifteen year’s industrial experience working within a customer-facing environment.  The past few years of experience have allowed me to develop high-quality team working and communication skills, resolving customer queries and problems in a professional manor.

My passion for the food and hospitality industry has been enhanced by the Novus Leisure.  This has enabled me to learn more about how businesses and organizations function on a daily routine.  I have also undertaken a management-training course, where I have developed hands on skills and industry qualifications in hospitality management and customer service.

I am currently looking for a new opportunity to work for an expanding company, where I will be able to broaden my knowledge and hands-on skills in a customer-facing environment.

Education and Training
2011 TSS- Total Security Services
Conflict management
2008 and 2011 Novus leisure
First aid at work
2008 Novus leisure
Trainer skills course
2008 and 2011 DarkStorm Integrated Risk Management
Health and safety
2008 and 2011 Darkstorm Integrated Risk Management
Food safety
2007 Exquisite bar solution
Barista training
2006 Exquisite Bar Solution
Flair training
2005 Mondy's Bartending Academy
Professional bartending course
1991–1997 The Gh. Asachi school of arts and crafts
· Electromechanical




Work History

                                                          
Dec 14- Present 	Bambu Beach Club-Swansea
Jun 10 – Nov 14            Worked for Novus Leisure as a deputy manager in different venues:
 						        Strawberry Moons, London
                                            Zoo Bar, London
                     Gem Bar, London
         Opal Bar, London
     Verve, London
         Soho Bar,London
Tiger Tiger ,Cardiff

· Staff training 
· Staff Rota’s 
· Customer Relations
· Safe Checks 
· Daily cash ups/cash handling
· Function coordinating
· Daily bar and venue operations
· Atmosphere control
· Stock control/ordering
· Staff incentives


Jun 07 – Jun 10                                         Novus leisure, Zoo bar & club, London
Supervisor& Manager in training

1. The role required me to flexible with my time in order to meet the needs and demands of the organization, highlighting my commitment to the role.
1 Bridging communication between the staff and the managers, in order for efficient communication during shifts.
2 Training other colleagues on both an EPOS system and a customer focused level within the company.
3 Learning company protocol and set-up procedures for being able to prepare for client sales.
4 Ensuring customers leave the venue with positive thoughts about the service, and aims to return.
5 Monitoring and evaluating client contacts to ensure maximum sales.
6 Establishing and checking stock levels on all bars, whilst supervising deliveries and distributing stocks equally in preparation for a shift.
7 Verifying regular and accurate count of stocks, to maintain a well-balanced stock control and stock ordering.
8 Accurate recording and transfer of stocks using specialized software to calculate stock balances and results.
9 Using generic software such as Microsoft Excel and Word to record and calculate simple stock summaries.


References

Available on request
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Dear Sir/Madam,


I am writing to apply for the position of Deputy Manager, as advertised on the Reed website. 

With over fifteen year’s industrial experience working within a customer-facing environment.  The past few years of experience have allowed me to develop high-quality team working and communication skills, resolving customer queries and problems in a professional manor.

My passion for the food and hospitality industry has been enhanced by the Novus Leisure.  This has enabled me to learn more about how businesses and organizations function on a daily routine.  I have also undertaken a management-training course, where I have developed hands on skills and industry qualifications in hospitality management and customer service.

I am currently looking for a new opportunity to work for an expanding company, where I will be able to broaden my knowledge and hands-on skills in a customer-facing environment.

I am currently attending a course at University of Wales Trinity St David full time, studying Skills for the Workplace, this will expand my knowledge and will improve my understanding about managing including people.

Please find my CV attached.

Yours sincerely,

Alin Chirila
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Questionnaire
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Visual 13
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View Example Profile
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