University of Wales Trinity Saint David






Birmingham Campus
Cert HE Business Skills for the Workplace







Module: LCLM4005 – Employability and Career Development
Assignment Title: Portfolio of Written Tasks
Student Name: Carolina Baracat
Student ID: 2511915
Module Lead: Dr. Daminabo Pokubo
Submission Date: 19 July 2026

Selection of Job Advertisements and Key Skills Identification
For this task, I selected two job advertisements related to my future career aspirations in customer service and administration. The first role selected is Customer Service Advisor, advertised by Work Lyf Group Limited in Stone, Staffordshire. The second role is a Customer Service Representative position, which focuses on supporting customers, managing enquiries and maintaining positive customer relationships.
Both job advertisements identify similar skills and knowledge areas required for customer service professionals. The main skills highlighted are communication, organisation, problem-solving, attention to detail, teamwork and the ability to manage customer requests effectively.
The Customer Service Advisor role requires employees to manage customer enquiries, monitor emails, process sales orders accurately, deal with complaints and communicate with different departments to ensure customer satisfaction. The role also highlights the importance of meeting Key Performance Indicators (KPIs), maintaining accurate records and following quality standards.
Similarly, the Customer Service Representative role requires strong communication skills, the ability to understand customer needs and provide appropriate solutions. Both positions demonstrate that customer service employees must be able to build positive relationships with customers while representing the organisation professionally.
A common skill identified across both job advertisements is effective communication. Customer service professionals need to communicate clearly with customers, colleagues and other departments. Good communication involves listening carefully, understanding customer concerns and providing accurate information. According to Kotler and Keller (2016), understanding customer needs and maintaining strong relationships are essential elements of successful customer service.
Another important skill mentioned across both roles is organisation and accuracy. Customer service employees often manage multiple tasks, including responding to enquiries, updating records and processing orders. Being organised helps employees meet deadlines and maintain a high standard of service.
Both roles also require teamwork and adaptability. Customer service departments usually work closely with sales, finance and technical teams to resolve customer issues. Therefore, employees must be flexible and able to cooperate with different colleagues.
One key skill that I would like to develop further for my future employment is professional communication. Although I already communicate with customers and colleagues in my current workplace, improving my confidence in written and spoken English will help me progress into customer service and administrative roles. Developing this skill will allow me to handle customer enquiries more effectively and contribute positively to an organisation.

Self-Assessment and Evidence of Employability Readiness
SWOT Analysis
Strengths
One of my main strengths is my ability to adapt to different working environments. Since moving to the UK, I have developed experience in different sectors, including cleaning services and warehouse operations. These experiences have helped me become responsible, organised and independent.
In my current role as a Warehouse Operative, I have developed strong attention to detail, the ability to follow procedures and the capacity to work under pressure. Working in a fast-paced environment has improved my time management and teamwork skills. I have learned the importance of accuracy, productivity and maintaining quality standards.
Another strength is my commitment to learning and personal development. I am currently studying the Cert HE Business Skills for the Workplace programme at the University of Wales Trinity Saint David. Through this course, I have developed knowledge of business operations, employability skills, communication and professional development.
I also consider resilience to be one of my strengths. Adapting to a new country, improving my English skills and balancing work, studies and family responsibilities demonstrate my determination and ability to overcome challenges.
Weaknesses
One area for further development is my confidence when communicating professionally in English. Although I can communicate effectively in everyday situations, I would like to improve my vocabulary, pronunciation and confidence when participating in professional conversations, meetings and presentations.
Another weakness is my limited experience in office-based roles. Although my previous employment has provided me with valuable transferable skills, I need more experience with administrative systems, customer relationship management software and professional business processes.
I also recognise that improving my digital skills would support my career progression. Developing stronger knowledge of Microsoft Office programmes, especially Word, Excel and Outlook, would increase my employability and confidence in administrative roles.
According to Cottrell (2021), continuous development and reflection are important for improving employability because they allow individuals to identify areas for improvement and create strategies for career progression.
Opportunities
Studying Business provides me with an opportunity to change my career direction and move into a professional environment. The knowledge gained from my course, combined with my previous work experience, can support my transition into customer service, administration and business support roles.
Living in the UK also provides opportunities to improve my English language skills and gain experience within British workplace culture. Employers value candidates who demonstrate adaptability, commitment and willingness to learn.
Threats
One potential threat to my career progression is competition for customer service and administrative positions. Many candidates may already have office experience and stronger digital skills.
Another challenge is balancing work, studies and family responsibilities. Managing my time effectively will be important to ensure I continue developing professionally while maintaining my other commitments.

Evidence of Readiness for Employability
I believe I demonstrate readiness for employment through my academic achievements, professional experience and personal development.
My current studies have helped me understand workplace expectations, employability skills and career planning. The Business Skills for the Workplace programme has improved my understanding of communication, teamwork, problem-solving and professional behaviour.
My work experience demonstrates reliability, responsibility and the ability to work as part of a team. In my warehouse role, I complete tasks accurately, follow company procedures and work efficiently to meet deadlines. These skills are transferable to customer service roles because accuracy and organisation are essential when managing customer information and requests.
Previously, as a self-employed cleaner, I developed customer service skills by communicating directly with clients, managing my own schedule and ensuring customer satisfaction. This experience improved my independence, organisation and ability to understand customer expectations.
These experiences have prepared me for a customer-focused role because I understand the importance of professionalism, communication and delivering a high-quality service.

Employment Goals and Personal Development Plan
Based on my SWOT analysis, my short-term employment goal is to secure a position as a Customer Service Advisor or Administrator within the next 6–12 months.
This goal is important because it will allow me to use my existing transferable skills while developing professional experience in a business environment. A customer service role will allow me to improve my communication skills, gain office experience and continue developing my career in the UK.
My long-term employment goal is to progress into a more senior customer service or business administration role. I would like to continue improving my skills and eventually take on more responsibilities, such as supporting teams, coordinating activities or moving into a supervisory position.
My personal development plan focuses on addressing the weaknesses identified in my SWOT analysis.
	Development Area
	Action Required
	Timeline
	Resources Needed
	Measurement of Progress

	Professional English communication
	Practise workplace vocabulary, improve confidence in conversations and presentations
	6 months
	University support, English practice and online resources
	Increased confidence when communicating professionally

	Digital skills
	Improve knowledge of Microsoft Word, Excel and Outlook
	3–6 months
	Online courses and tutorials
	Ability to complete administrative tasks independently

	Customer service experience
	Apply for Customer Service Advisor and Administrator roles
	6–12 months
	Job websites, CV improvement and career support
	Gain interviews and secure employment opportunities

	Professional confidence
	Participatein interviews and networking opportunities
	Ongoing
	University career services and self-reflection
	Improved interview performance


By following this development plan, I will continue building the skills required for my chosen career path and improve my confidence as a professional employee.
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