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Employability Skills Module: Professional Career Development
 Module code: BMSW4012
 Lecturer: Muhammad Cassamo 
Student: 2431756, Luiza Kikosicka
I acknowledge the use of ChatGPT (https://chatgpt.com/) on 04/07/2025, to assist with grammar checking, finding more formal synonyms, and helping me understand the text I provided. I confirm that I have not presented any AI-generated text as my own work and that I have copies of my drafts, notes, and other resources used before and after the use of AI tools, which I may be asked to provide in evidence.

Job Application 
Job title: Bank Sales Assistant 
Location: Cardiff, Santander Bank 
Type: Permanent 
Pay: £33.000/year + performance bonus 
About Us:  
At Santander Bank, we’re committed to helping customers achieve their financial goals. With a strong reputation built on trust, innovation, and excellent service, we pride ourselves on creating a supportive environment for both our customers and our staff. 
Our Vales: Loyality, Integrity, Honesty, Respect 
Role Overview: 
 We’re looking for an enthusiastic and customer-focused Bank Sales Assistant to join our team. In this role, you’ll be the first point of contact for customers, providing exceptional service while identifying opportunities to promote our range of banking products. 
Key Responsibilities: 
Greet and assist customers with everyday banking needs 
Proactively identify customer needs and recommend suitable products and services (e.g. savings accounts, credit cards, insurance) 
Support branch sales targets through effective customer conversations 
Handle cash transactions and ensure compliance with security procedures 
Help maintain an inviting branch environment and build long-lasting customer relationships 
Candidate profile: 
Completed education in banking, finance or related field (for example: diploma or certificate from a recognised institution such as the London Institute of Banking & Finance (LIBF), or a similar course in financial services) 
Excellent communication and interpersonal skills 
Customer service experience- at least 2 years (retail, hospitality or banking preferred 
Confident in engaging customers in sales conversations 
Attention to detail and ability to work accurately under pressure 
Basic IT skills and willingness to learn banking systems 
We Offer: 
Competitive salary [insert range, e.g. £33,000 – £35,000 per year] 
Performance-related bonuses 
25 days annual leave plus bank holidays 
Pension scheme and staff banking benefits 
Comprehensive training and clear career progression paths 
Private health care plan (including dental and optical options) 
Extra day off for your birthday 
We’re excited to find someone who’s passionate about helping customers and eager to grow in the banking industry.
How to Apply:
 If you’re interested in joining our team as a Bank Sales Assistant, we would love to hear from you! Please submit your CV and a short cover letter outlining why you’d be a great fit for this role.
Email: Send your application documents to careers@santander.co.uk
Application deadline: Open until 7th of September 2025


CURRICULUM VITAE

Luiza Kikosicka
 Date of birth: 23th August 1991
Address: 43 Neath Road, SA1 2HR, Swansea, UK
Phone: 0 752 686 30 53
Email: luiza.kikosicka91@gmail.com

PERSONAL PROFILE
I am a positive, approachable, and highly adaptable individual with excellent interpersonal skills and a genuine passion for helping customers. With experience in customer-focused roles both in the UK and Poland, I have developed strong communication abilities and thrive on resolving issues with empathy and professionalism. I work well under pressure, always maintaining a calm and supportive approach. I am now seeking an opportunity to join OVO Energy, where I can contribute to delivering outstanding customer experiences while supporting the company’s mission for a greener future.

EDUCATION
2023
 Certificate in Customer Service Excellence – Pass
 London Institute of Customer Management (online)
 Covered effective communication, managing challenging conversations and maintaining high customer satisfaction.
 Covered effective communication, managing challenging conversations and maintaining high customer satisfaction.
2024
Certificate in Contact Centre Operations – Pass
 UK Customer Contact Association (remote course)
 Focused on best practices in call handling, CRM system use, data protection and meeting call centre KPIs.
2007 – 2010
 Secondary School – Diploma
 Kutno, Poland
 General education focused on languages, mathematics and social studies.

WORK HISTORY
2022 – 2025
 Call Centre Customer Service Representative – Green Utilities, Swansea
Handled high-volume inbound calls and emails, resolving billing, tariff and meter queries for residential energy customers.
Managed complaints with empathy and professionalism, achieving a 95% customer satisfaction score.
Logged all customer interactions accurately in CRM systems and followed data protection protocols.
Worked collaboratively to meet individual and team KPIs including first call resolution and quality targets.
2019 – 2022
 Customer Support Associate – BrightTel Communications, Cardiff
Provided telephone and email support for broadband and phone customers, handling account updates, billing enquiries and technical troubleshooting.
Managed multiple communication channels including live chat, meeting productivity, and service level targets.
Identified opportunities to upsell packages and contribute to monthly sales goals.
2015 – 2016
 Customer Service Advisor – Multimedia Polska SA, Poland
I answered customer enquiries, provided product information, handled complaints, and issued refunds.
Supported retention efforts by offering tailored solutions to customer issues.
Fed insights back to management to help improve services.

SKILLS
· Languages: Polish (native), English (fluent)
· IT: CRM systems, MS Office (Word, Excel, Outlook)
· Customer service: empathetic approach, active listening and problem-solving
· Ability to work under pressure and meet deadlines
· Strong organisational skills and attention to detail
· Excellent communication, both spoken and written
· Driving licence (category B)
· Certified in Manual Handling, First Aid, Health & Safety

INTERESTS
Exercising at the gym
Roller skating and bike riding
Socialising with friends
REFERENCES
 Available upon request.

COVER LETTER
Dear Jonatan,
I am writing to apply for the position of Call Centre Agent, as advertised online on your careers page. I was excited to see this opportunity because I admire OVO Energy’s mission to create a cleaner, greener future while delivering excellent customer care.
With several years of customer service experience, including recent roles in call centre environments, I have developed strong communication skills, empathy, and the ability to remain calm under pressure. In my current role at Green Utilities in Swansea, I handle high volumes of inbound calls and emails, assisting customers with billing and account queries. I consistently meet KPIs such as first call resolution and customer satisfaction, achieving a 95% positive feedback rate.
I am fluent in both English and Polish, proficient in CRM systems and Microsoft Office, and have completed certifications in Customer Service Excellence and Contact Centre Operations. I enjoy problem-solving, building trust with customers and working as part of a team to exceed targets. I believe these skills, combined with my enthusiasm for helping people and contributing to OVO’s sustainability goals, make me a strong fit for this role.
I am available for an interview at your convenience and would welcome the chance to discuss how I can support OVO Energy’s customers and values. Thank you very much for considering my application.
Yours sincerely,
 Luiza Kikosicka
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