UNIVERSITY OF WALES TRINITY SAINT DAVID


REPORT
Personal Reflection on roleplay and career development planning
			








Name: Asen Gegov (2018572)
Module: Professional Career Development (BMSW4005)
Lecturer: Soban Sadiq
Contents
INTRODUCTION	3
Recruitment and Selection	4
Role play	4
REFLCECTION	5
REFLECTIVE CYCLE:	6
Concrete Experience:	7
Reflective Observation:	7
Abstract Conceptualization:	7
Active Experimentation:	7
CAREER DEVELOPMENT PLANNING	9
Exploration:	9
Establishment:	9
Mid-career:	9
Late career:	9
Decline:	9
PERSONAL ACTION PLAN	9
SMART OBJECTIVES:	10
SWOT ANALYSIS:	10
CONCLUSION:	10
REFERENCES:	11
















[bookmark: _Toc92451826]INTRODUCTION


I am going to start with a story about the chain of events that sparked an idea. This idea was the reason I am studying in this course and the reason I am in the U.K. to begin with. I used to be an extroverted person, very energetic and talkative. Since a very young age I wanted to study in PGEE, Plovdiv where more than half of my family became engineers. As planned, I took my exams with almost perfect scores and got accepted to study there, but I did not know life had different plans for me. Somewhere around my second year of high school my mother fell ill and had to undergo a very expensive operation. My family sticks together so all of us had to chip in however we can. I started skipping school so I can go to work and bring some money in, but by the time we made enough my absences were far too many and I got kicked out of school. I continued working so I won’t be a burden to my family, and I moved out at the age of fifteen. I moved from one minimum wage job to another until I turned eighteen and I found a job where I can use the gift of gab to make three times as much as I did cleaning warehouses. I became a technical support specialist for TTech talking to customers via phone resolving technical issues with TV and internet. I loved it and I was the best at it both statistically and in the eyes of others. Year and a half into my work there we had already become a big family, even outside work we did everything together. As my circle became bigger and my lifestyle better my ambition grew way bigger. At the end of my time there we knew everything about all the different processes and departments in the company. We already knew most of what we needed to be successful on our own, but we lacked the capital. One day two of the team leaders came forward and proposed we all go to England. At the time It was every Bulgarian’s dream because most of them made around 120 pounds monthly compared to 500£/pw in the UK. The bravest of us got tickets and few months later we were looking at houses in Peterborough. My friends had already researched everything and decided we go there because it is a fast-developing city with low living costs and there were a lot of warehouses around with as much overtime as you can take. As the months passed our capital became bigger but as our options expanded, we developed different interests and slowly grew apart. We all moved to different cities to do our own thing. With time my fire went away, my social battery got exhausted, and I lost some of my confidence, but my fascination for business never died. I moved to London, made some new friends with similar views, and started working toward making enough for my own business. Because I did not finish high school I never really thought about higher education, but last year I struck gold when a friend of mine made me post a question on Facebook. That question brought countless student advisors advocating for me to enroll. I was about to kill three rabbits with one bullet. Learn more about business, complete my education and get financial help to support my dreams while doing it.





[bookmark: _Toc92451827]Recruitment and Selection

[bookmark: _Toc92451828]Role play

1. Tell me about yourself?
I am Bulgarian. Very introverted person but my strong sense of responsibility makes me a good team player. I have a bit of conservative points of view compared to what is trending right now, but I like to keep it to myself without getting in people’s business. Keeping it professional always brings numbers.
2. What does customer service mean to you?
Customer service for me personally is keeping it together when everything goes wrong. When there is a huge outage, and all the screens are red you have no choice but to jump in and just deal with it. Customer service taught me to apply this sense of duty to my personal life and face my problems head on instead of running away.
3. What's one time you dealt with a difficult customer and how did you find a resolution?
I was working as a customer service representative for 60k, project SKY back in Bulgaria when I received a call from frustrated lady that has previously spoken to 2 different agents regarding their internet connection. I deescalated the issue issue by reassuring the customer. While she was explaining all the troubleshooting that they went through the conversation notes with the previous agent I ran my diagnostics, found a wrong session with windows IP address, terminated that session and the internet immediately started working. Before she finished talking, I already had found and resolved the issue. She was so happy that she went on about her day, we had a meaningful conversation and then she invited me to a rave party in London (60k used to encourage connecting with the customer).
4. What's one time you helped a customer who had spoken to multiple agents without getting a solution?
I once spoke with a very angry senior that spoke to 4 different agents, had done troubleshooting with all of them and received 2 new routers and for some reason they were not working. I could feel he was at the breaking point. Turns out they didn’t check the most obvious thing. I asked him to plug different devices into the same electricity socket. We found out that his extension is not working but that wasn’t all of it. He had plugged the main cable into his PC, then a lan cable to the router. I spent about 50 minutes talking to him, but we managed to fix it without sending engineers. I received the best thank you letter from this customer.
5. Which mode of communication do you prefer?
While I enjoy using many modes of communication, I find it easy to pick up certain people's frustrations better when speaking to a person directly or via the phone. In the past, I have also found this mode to be effective at forming connections with customers as opposed to text-based communication or social media, which can have slow responses.
6. Why do you think you’d be a good fit for the company?
I've seen throughout our conversation, and also when browsing through social media accounts, that your company puts a priority on warm, friendly, and personal service. That's where I shine. Changing service providers or dealing with a technical issue might be annoying sometimes, and I try to deliver a personal touch, relating to each customer's needs. And it works: I consistently exceed monthly quotas and often benefit from referrals to friends. I'd bring those same qualities to this company.

[bookmark: _Toc92451829]REFLCECTION

Every semester the assessments include teamwork and presentations and I hate it. Not because it is not the right thing to do. It is probably just the thing I need but it causes me a great deal of anxiety. I spent two years not leaving my apartment after a psychological trauma I received from people I thought were my close friends. Since then, I don’t really enjoy being the center of attention and I have trouble keeping it together while public speaking. My eyes freeze and I start sweating all over the place. I noticed that every time you make us present, I feel more and more confident. Might be because I am getting used to the people in my class or because I’m getting over my issues. Whatever it is I think I am on the right track.
 On another note, I think that the writing part of the interview and preparing for it was very easy. I have a lot of experience in the technical and customer support fields. Both me and Apostol had attended countless interviews that turned out successful and it was just a matter of recalling what we did back then. He works in a different field, but I like how he captured the energy of customer support interviews by formulating his sentences in a more technical way. I felt like I am attending a real interview and that helped me distance myself from the fact that more than twenty people were watching me while I am talking. 
“Tell me about yourself?”
“What does customer service mean to you?”
“Which mode of communication do you prefer?”
“Why do you think you’d be a good fit for the company?”


In my opinion these three questions were great compared to the rest. Open for interpretation questions like this help me tap into my creative side. It is a great opportunity to leave an impression with the interviewer and show some originality. The other questions were a bit more specific without room for showing any individuality. 
“What's one time you dealt with a difficult customer and how did you find a resolution?”
“What's one time you helped a customer who had spoken to multiple agents without getting a solution?”

These question you must answer quick and precise with limited approaches you can take. Good interviewers can notice when you are making up stuff. I had three pages with different answers to these questions, but none of them seemed real enough. At the end I left everything I wrote on the side and just went with my authentic experiences. Everything was improvised on the spot.
For the second par I was the Interviewer. I had to take a different approach with the questions because the conversation was not between interviewer and interviewee, but owner and manager. I asked my initial question to get him going. Instead of thinking of additional questions on different subjects related to the work, I kept asking specifying so he can tackle the issue in more detail.  

[bookmark: _Toc92451830]					REFLECTIVE CYCLE:

Kolb's reflective paradigm is known as experiential learning. This framework is built on our personal observations, which are then rigorously evaluated, analyzed, and assessed in three ways. After this operation is accomplished, the new encounters will serve as the starting point for a new phase. The four stages are as follows: (Akella, 2012)

[bookmark: _Toc92451831]Concrete Experience: 
When we are confronted with a situation that requires us to think systematically in order to learn something new or improve on an existing skill and practice. This is precisely what occurred to me. During this time, I'll make a mental note of the specific situation and simply describe what I see, experience, and observe.
[bookmark: _Toc92451832]Reflective Observation:
After the first stage, we must think about what happened in that environment even more thoroughly now that we've written down our narrative of the incident. What worked and what didn't are the questions I've been pondering. Where did things go wrong? What brought us to this point? Why did everyone else and I behave the way we did? These questions aided me in better understanding my professional growth strategy.
[bookmark: _Toc92451833]Abstract Conceptualization: 
The fundamental question for this phase stems from the concerns raised by the introspective observation frame. Among the questions I posed to myself were, "What might I have done differently or better?" What can I do to keep progressing? Initially, I try to come up with fresh ways to deal with the problems and design strategies for when I run into them again and again. It is also recommended to arrange time with peers and study to obtain a better knowledge and to think beyond the box.
[bookmark: _Toc92451834]Active Experimentation: 
This level entails putting newly acquired theoretical knowledge into practice. When we return to normal practice, we will bring our own thoughts and suggestions for adjustments, as well as the concepts, and we will test out the various methods. Some will succeed, while others will fail, and this will serve as the beginning point for the subsequent phase. Fresh "concrete experiences" arise as the proactive experimental phase advances. (Vince, 2012)
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[bookmark: _Toc92451835]CAREER DEVELOPMENT PLANNING

A Career Development Plan is a recorded statement of employees' short and medium-term goals for their current and prospective professions, as well as a methodical approach of internal and external interactions to assist them reach those goals. Career development plans are mostly elective. For my professional growth plan, I must adhere to the five steps that are essential (Shaito, 2019). These stages are as follows:
[bookmark: _Toc92451836]Exploration: 
I worked in the biggest telecommunication companies in Bulgaria. This experience helped me figure out exactly what I need to focus on to create my own outsourcing company. Studying this course is part of a bigger picture
[bookmark: _Toc92451837]Establishment:
I gained a lot of experience throughout the years. I used to take interest in other people’s jobs so I can have a full view of the processes of the company
[bookmark: _Toc92451838]Mid-career:
At this stage many young people feel pressured and anxious, but in my case, work did not seem like work because wherever I go, we become a big family. In terms of running my own company I want this to be the vibe.
[bookmark: _Hlk92447399][bookmark: _Toc92451839]Late career:

Most people feel depressed at this stage, but this is where my journey begins. At that point I should have enough experience and capital to separate and start my own thing.
[bookmark: _Toc92451840]Decline:
This is where successful people encounter setbacks in their careers. So far, I have not encountered any difficulties in my employment, and I hope to continue working hard so that I can continue to be successful in the future. 

[bookmark: _Toc92451841]PERSONAL ACTION PLAN

Action plans are concise tactics that help us achieve our goals. We are more likely to succeed when we include a specific action or behaviour that we wish to attain and know we will be able to perform. A personal action plan is created in five phases. These are their names:
1. Make SMART objectives for yourself.
2. Make a list of things to do.
3. Make a schedule
4. Set aside resources.
5. Keep track of your development. (Beausaert, 2011)
 
[bookmark: _Toc92451842]SMART OBJECTIVES: 
	SPECIFIC
	MEASURABLE
	ATTAINABLE
	RELEVANT
	TIME-BASED

	I've chosen to narrow down my aims for successful planning so that I can grasp what my goals are and how I should attain them.
	I will establish milestones to assist me identify which abilities are improving and when I need to adjust my timetable and focus on new talents.
	I will do my best to meet my objectives within the time frame I have set for myself. This will assist me in better understanding time management.
	My aims are consistent with the core ideals and long-term objectives that I have set for myself in this job.
	I've set a lofty deadline for work prioritizing, which I intend to meet.



[bookmark: _Toc92451843]SWOT ANALYSIS: 

	STRENGTHS
	WEAKNESSES

	· I have relevant experience
· Good customer service skills 
· I have good communication skills. 
· I have strong leadership skills. 
· I have strong management skills.
· I have good problem-solving skills. 
· Quick learner
· I am extremely determined and future oriented. 

	· I have a difficult time organising my time during the week
· I normally take a long time to feel at ease with new people. This is because I am accustomed to following a set schedule, and sudden changes are too abrupt for me
· can become anxious as a result of my job.

	
	

	OPPORTUNITIES 
	THREATS

	· With business my only limit is imagination 
	· There is competition in every field. 




[bookmark: _Toc92451844]CONCLUSION:
Understanding your own strengths and shortcomings is critical for developing a personal action plan and a professional development plan. If you have flaws, it is preferable to convert these flaws into abilities required by a given profession. It is critical to understand the broad criteria that are required in a job.
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