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TASK 1 Select Job Adverts and Identify Key Skills

	[bookmark: _Hlk213772364]Job advert
	Common Skills
	Common Knowledge
	Source

	Customer Service Administrator – Faringdon. Full-time, permanent. Handle calls and emails, maintain records, support admin and customer interactions
	Communication, IT literacy, attention to detail, organisation, teamwork, initiative
	Admin or customer service experience, use of CRM/job systems, professional phone/email handling.
	Indeed

	Customer Service. Manage phone/email enquiries, support team, process orders, invoices, stock.
	Verbal and written communication, multitasking, office admin, customer focus.
	Background in admin or customer service, order and invoice processing, Microsoft Office knowledge.
	Indeed

	Customer Service Administrator – London. Manage phone/email enquiries, support team, process orders, invoices, stock.
	Organisation, data accuracy, customer service, CRM/database skills.
	Experience updating records, previous admin or sales support role, attention to data quality. Microsoft Office knowledge.
	Indeed

	Office Support Administrator – Various UK locations. Provide team support, handle correspondence, coordinate operations.
	Teamwork, customer care, time management, computer literacy.
	Office admin experience, knowledge of office systems and MS Office, proactive attitude.
	Indeed


I have selected the Customer Service Administrator – London job as it best fits my experience and skills. I have over 10 years of experience in customer support, office administration, and compliance coordination across the UK, Cyprus, and Bulgaria. My skills in communication, multitasking, and organization align well with the requirements of this position. I have a proven track record of managing phone and email inquiries, maintaining records, and supporting operational teams. I am highly proficient in Microsoft Office, CRM, and POS systems, which will enable me to handle administrative tasks and customer interactions efficiently. In addition, my focus on customer satisfaction and process improvement reflects my commitment to providing high-quality service. I am confident that my adaptability, professionalism, and attention to detail make me an ideal candidate for this office-based customer service role in London.


























TASK 2 Self-Assessment and Evidence of Readiness

	Strengths
	Weaknesses
	Opportunities
	Threats

	[bookmark: _Hlk213933773]Over ten years of experience in customer service, administration, and compliance across Bulgaria, Cyprus, and the UK. 

Excellent interpersonal and communication skills. 

Strong IT competence in Microsoft Office, CRM, and POS systems. 

Multilingual (Bulgarian, English, Russian, Serbian). 

Highly adaptable, organised, and results-oriented.
	Currently updating UK-recognised qualifications. 

Need to strengthen public speaking and presentation confidence. 

Limited experience with advanced data analytics tools. 

Occasionally over-focus on detail, affecting time management.
	Expanding UK job market for administrative and customer service professionals. 

Potential to progress into leadership or management roles. 

Opportunities for continuous professional development through formal study and short courses. 

Professional networking and career branding via LinkedIn.
	Highly competitive London job market. 

Rapid technological changes requiring regular upskilling. 

Economic fluctuations affecting administrative hiring. 

Potential skill stagnation without continuous learning.



Examining and determining my employability readiness involved an honest and thorough self-assessment. For this task, I used the Kolb’s Experiential Learning Cycle (1984) model and the Gibbs’ Reflective Cycle (1988) model. The main idea behind using these concepts was to see how knowledge and experiences that I gained from work and education developed my competence and adaptability.
In my current position, I work at Equans as a Compliance Coordinator and bookings, where my duties involve the coordination of compliance audits and bookings and the keeping of records. From the work at Equans, I have learned to prioritise and manage my time efficiently as well as communicate with colleagues. For example, my managers have praised me for being a hard worker and someone who can be counted on and tries to solve problems on their own. These personal qualities and skills, they suggest, are those that are necessary for the Customer Service Administrator position, which interests me.
As an Office Administrator at Ultimate Generation, I was in charge of managing correspondence, documentation and keeping records of orders, and I also provided customer service by responding to client inquiries. In my past job, I have honed my customer service and organisational skills. From the Gibbs’ model of reflection, I have become aware that I used to get very tense in certain situations when the clients would complain or when the orders were not completed by the deadline. I have then learned to stay calm and focused on the solution of the problem, rather than on the problem itself, which has improved the company’s customer service.
As a student, I am currently enrolled at the University of Wales Trinity Saint David for a Level 4 Certificate in Business Skills for the Workplace, which has contributed to my understanding of different aspects of business communication, management and ethics. I have learned how to be a good team player and be able to write reports, which, according to Kolb, comes from learning by experience and experimenting. This module has also improved my skills in reflective learning.
One of the areas that I see as my personal development needs is the skill of public speaking and data analysis. I am planning to attend some workshops to improve public speaking. As for the subject matter of data analysis, I am considering taking additional courses.

In conclusion, by assessing my employability, I have determined that through reflective practice and life experience, academic progress and professional work experience in different organisations, I have developed skills, knowledge and motivation to be an employee, as well as further my career development in the future.












TASK 3 Set Employment Goals and Personal Development Plan
In light of the SWOT analysis and self-assessment, I have identified several areas that would benefit from further development: improving public speaking and presentation skills, developing advanced data management knowledge and skills, and refreshing professional qualifications. Defining goals for my short and long-term progress will enable me to take a proactive, incremental approach to personal and career development. I have set clear and measurable objectives for employment that support my career aspirations and general aims in office management and customer service leadership in accordance with SMART criteria (Specific, Measurable, Achievable, Relevant, and Time-bound).

Short-Term Goals (12–18 months):

Obtain a full-time role as a Customer Service Administrator in London.
Securing employment is my immediate goal and the next step from my current Compliance Coordinator position. The Customer Service Administrator role is a natural progression of my administrative and communication skills and offers the chance to work in a larger organisation and gain additional experience with customer-facing processes and office systems. It also presents the opportunity to put into practice what I have learned from my Level 4 Certificate in Business Skills.

Become more confident with public speaking and presenting.
While I have solid written and one-on-one communication skills, there is room for improvement in terms of communicating with groups. This skill will allow me to lead meetings and other events, professionally represent my organisation, and be more comfortable when supervising others. A confident presentation style and strong voice are part of any leadership and emotional intelligence (Goleman, 1998) skill set.

Gain skills in data analysis and reporting.
Administrative and customer service positions are becoming more data-intensive, and digital literacy is becoming a must-have skill set for any modern business professional. Microsoft Excel proficiency in pivot tables, VLOOKUP, and macros along with basic Microsoft Power BI or Google Data Studio skills will prepare me to perform data analysis, identify trends, and create reports.

Long-Term Goals (3–5 years):

Transition to a Customer Service Team Leader or Office Manager role.
According to my career interests and the general direction I wish to pursue in my work, this step will help me to develop and grow by taking on greater responsibility and an opportunity to mentor others and oversee the work of the entire office. This will be a key goal in the long run and a great way to realise my potential.

Complete a higher academic qualification (Level 5 Diploma or Bachelor’s degree in Business Management).
In line with my current studies, the completion of a full academic qualification will support my understanding of the theoretical underpinnings of successful business practice and administration. It will also improve my employment opportunities in management and administration.

	Development Area

	Objective
	Actions / Steps
	Timeline
	Resources Required
	Measurement / Success Criteria

	Public Speaking and Presentation Skills
















Data Analysis and Reporting














Professional Qualification















Career Progression
	Increase confidence and effectiveness in presenting information to groups.













Gain advanced Excel and basic Power BI skills.











Complete Level 4 Certificate and begin Level 5 Diploma in Business Management.









Gain promotion to Customer Service Team Leader or Office Manager.
	Attend online or local workshops (e.g. Toastmasters or LinkedIn Learning courses). 
Volunteer to lead short team briefings or updates at work. 
Practise by recording and reviewing short presentations.


Complete a certified online Excel Advanced course. 
Attend short Power BI introduction workshops. 
Apply learning by creating regular internal reports.


Maintain consistent academic performance. 
Apply concepts learned in coursework to workplace tasks. 
Research funding and enrolment options for Level 5 Diploma.

Seek feedback from current manager and set performance goals. 
Take on additional responsibilities such as mentoring or process improvement. 
Update CV and LinkedIn profile to reflect achievements.


	6 -12 months


















6 -18 months














Ongoing (12–24 months)














2–5 years
	Access to training platform, support from line manager, feedback from peers.












Online learning platforms, company data sets, mentor guidance.









University of Wales Trinity Saint David, course materials, financial support.









Mentorship, internal development programmes, HR career planning support.
	Positive feedback from supervisors, ability to deliver clear and confident presentations.













Certification obtained, increased confidence in analysing data, practical use in reports.









Completion certificates, improved academic results, application of learning at work.









Promotion achieved, increased leadership responsibility, positive appraisal outcomes.




Completing this plan has taught me about the value of lifelong learning and self-reflection in relation to employability (Yorke, 2006). With my current concentration on skills in communication, data management, and formal qualifications, I can meet the office-based administration and customer service needs of an organization as it changes and grows. Short-term goals will provide a technical and social base, and long-term goals will offer readiness for leadership and decision-making. Regular reflection, as supported by Kolb's (1984) learning cycle, will let me check on progress, redirect action, and stay on course for professional development
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