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[bookmark: _Toc500943471][bookmark: _Toc53314823]The author of this report is a 37-year-old female, married and mother of 3 girls aged 16,11, and 9.  She is a civil servant working for the Department of Work and Pension (DWP). She been in her current role for over 3 years on the General Matching Service (GMS) assessing customers for serve disability payments on Employment Support Allowance (SDP) prior to this she was a Telephony agent on a busy ESA general enquiry line advising claimants of their benefit entitlements and other associated enquiries for over 2 years. She has been with DWP just short of 6 years. 
She has worked on developing herself and others by mentoring colleagues at different sites and was also a part of a developmental scheme where she created a report and presented her findings regarding the actual development scheme and delivered it to senior civil servants who took forward their ideas and implemented it in future schemes. She takes all development opportunities where available and undertook secondment to a Job centre where she was front of house, greeting customers and resolving issues where appropriate. 
She has completed many civil service training programmes such as presenting confidently, handling conflict, mental health awareness, fraud awareness and community 10,000 initiative where she volunteered her time to help tidy a residential homes garden. She has volunteered to train staff as well as mentor returnee colleagues from sick leave and is an active member in the team assisting colleagues and helping them when required. She can adapt to changes such as home working and is a member of the people group which involves organising activates to promote engagement between staff, including Christmas fetes and Easter events. 
In her spare time, she is a member of a local running club and currently working on completing C25K after a brief spell of inactivity due to covid19 regulations, she has arranged team bonding activities for her daughter’s football team and has just become a member of her housing associations academy board which is to have an input on how changes that effect tenants are implemented. 
She is currently studying for a BA in skills for the workplace and is the class representative and is ready and willing to progress in the workplace and regularly volunteers for additional tasks and training that will allow her to develop her career within the civil service as she feels it gives her job security, flexibility, and the chance to make a difference to the lives of the public. 



Section 1: Know how to identify development needs

[bookmark: _Toc500943472][bookmark: _Toc53314824]To develop oneself they must first identify where their strengths and weakness lie and then find ways to build on these and turn their weaknesses also into strength’s. To do this they have to discuss, imply, and research various methods and techniques available to them. They need to be self-aware and critical thinking is a part of this so the process of this. 

1.1 Identify learning styles for self and another 

“Honey and Mumford, two British psychologists, have developed a means of assessing the way we learn most effectively. In their learning styles questionnaire, learners are asked to agree or disagree with 80 statements concerning the process of acquiring new skills and knowledge” BMSK2005 Ault. J. 2017 and “Honey and Munford, Honey. P. and Mumford. A. (1992) identified that different people have innate learning preferences” and this “suggests that some people are better at learning from experience (Activists), others better from learning by reflection (Reflectors), others by developing their own ideas about how the world works and preferring theoretical input (Theorists) and finally some individuals prefer to information, plan for the future and ask, ‘what if?’ (pragmatists)”.
Another learning style they discovered was by VA(R)K 1990’s by Fleming and Mills (1992) which was a model developed in 1990’s by Fleming and Mills (1992) “The basic idea is that the way we take in information can differ from individual to individual, with some learning through hearing (Auditory), others through what they see (Visual, Verbal), some through reading (Reading/Writing) and others through actively touching and experiencing or using information (Kinaesthetic).” Fleming went on to do further research with Baume that argued that “it is not strictly a learning styles questionnaire but more of a communications questionnaire which should be used for learning rather than solely from recreation”. 
The author liked the styles of Honey & Mumford, Honey. P. and Mumford. A. (1982) and VA(R)K Fleming and Mills (1992) and completed their questionnaires which would help them concluded what their leaning style was, the Honey & Mumford concluded they were mainly Theorist, which meant they have strengths are in building a concept or theory and integrate different pieces of information they are strong at review and evaluation and like to sometimes read around a topic- the author thought this was quite like themselves as they will often research a topic they are unfamiliar with, have a low tolerance for uncertainty, disorder and ambiguity and Full of "should, ought and musts". in joint second place was activist and pragmatist and on reflection of the three learning styles they almost cover the whole planning process as in having a go, planning and review/evaluation stages. The author could also see those characteristics within themselves. 


VA(R)K Fleming and Mills (1992) pointed to a Kinaesthetic learning style, which means they learn by doing the activity or job themselves by being hands on and being able to see, touch and do something, the author was aware that they had other traits of kinaesthetic behaviour and would fidget, play with pens, are poor at spelling, and use their hands a lot whilst they are talking, which alongside the theorist in Honey & Mumford, Honey. P. and Mumford. A. (1982) they can reflect on what went well and how they can do better next time whilst learning through doing something. 

[bookmark: _Toc456901517]The author did the same two learning style questionnaires on JW and their style came back as Reflector, which JW thought was about right as he good at listening and reflecting and usually analyse what went well and what didn’t. He is thoughtful and considerate to others and likes to stay in the background and to investigative things first and he doesn’t like tight deadlines or becoming a group’s leader. He felt he receives feedback and coaching from others extremely well and the VA(R)K Fleming and Mills (1992) indicated a Read/Write style which he thought wasn’t quite right as preferred learning through watching others and felt he wasn’t partially academic.

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

“A SWOT analysis is one of several business planning tools that an organisation can use to examine its state of health and investigate business opportunities by itemising its strengths, weaknesses, opportunities and threats (SWOT). It can also be used on a personal basis in a variety of career applications” BMSK4005 additional materials. A SWOT can also be done for an individual. 
SWOT stands for Skills, Weaknesses, Opportunities and Threats, by identifying these we can find where our transferable skills are and transfer weaknesses and threats into Skills and Opportunities. 
A SWOT analysis was completed for both the author and JW was completed, and the author identified that they had some weaknesses that could be a possible barrier and self-belief/ Imposter syndrome was one they quickly identified. They knew they had as it had held them back in the past and they didn’t want it holding them back in the future,   they previously felt that they didn’t belong in a management role as they didn’t have the experience, by making the analysis they realised that they had transferable skills that would help them progress and could see that they had the ability just needed to be able to develop those skills.  They were independent but could work in a team, had excellent communication skills and often relayed messages to colleagues, were able to build relationships, help others succeed by mentoring and most importantly quality they thought was that they were honest.
 
Whilst JW’s SWOT was similar with the imposter syndrome they knew they lacked confidence to progress in the workplace and said that was mainly due to not being successful at recent promotion interview, despite already temporarily doing the role, and concluded that he perhaps failed to prepare for the interview and with a little research and practice would have come across more confident. 
JW was going to ask what training was available so he could fine tune his skills  and was going to ask for IT training as if he knew if he was to gain promotion the role would require some IT skills, and wanted to be confident that he could then turn this weakness into a strength and could show the interviewer the steps he was taking to make himself the best possible candidate for the role and possibly alleviate his fears of not being capable enough which has let him down at interview stage, and finally would work on confidence by asking for feedback from previous interviews, and also ask to have a personal development plan, he would look at ways he could gain skills by volunteering for opportunities that arose, and finally use the skills they already had from coaching a football team to show what transferable skills he had as he hadn’t thought to mention this in previous interviews and by making sure he implemented those in his next interview he felt his confidence would improve. 
	[bookmark: _Hlk511915604]
SWOT Person 1


	
STRENGTHS

Communication skills
Loyalty, Patience, Honest
Computer literate 
Helpful
Want to develop
Build relationships, Full drivers’ licence, able to travel, mentor
	
WEAKNESSES

Timekeeping, 
Self-belief
Lack of Experience (staff management)
Confidence (imposter syndrome)
No Promotion opportunities currently on site

	
OPPORTUNITIES

Facilities, campus, library 
New learning Styles
Tutors
Online learning
Open days
Research
	
THREATS

Childcare,
Commuting
Time
Distractions

	
SWOT Person 2


	
STRENGTHS
Experienced, Loyal 
Get on with everyone, Punctual 
Resilient in poor working conditions
Coaching skills, Full drivers’ licence
Able to drive large vehicles and operate machinery safely, Trustworthy



	
WEAKNESSES

Imposter Syndrome
Lack of qualifications
Confidence


	
OPPORTUNITIES

Online development courses
Job shadowing
Experience working at a higher level
Use experience to promotion 
Promotion opportunities available 


	
THREATS

Childcare
Overlooked
Knowledge








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

The SWOT analysis identified potential threats which would be barriers for both the author and JW, a GoMad analysis , Gilbert, A. and Chackrovaity, I. (2001) analysis helped the author to establish that they would need to address such as childcare, diary/time management and that they were able to see that getting a degree and a promotion was quite high on their agenda and using it identified their goals and gave them a chance to reflect on how they would use this information and reflect on how to implement it. 

JW barriers consisted of low confidence, lack of education, childcare and knowledge doing the SWOT meant they could look at ways to prevent these interfering with progression.


[bookmark: _Toc500943475][bookmark: _Toc53314827]1.4 Explain how these barriers to learning can be overcome.

Go Mad diagram, Gilbert, A. and Chackrovaity, I. (2001) help the author identify that there were some plans that needed to put in place immediately. This made them more determined to change their mind set and used this information to their advantage by making sure they planned time to research, and immediately scheduled time in their diary when they would need to be in lessons as well as planning for the children to be taken out during online learning sessions to minimise disruption, use the university facilities so she had a quiet space to work and would not get distracted with children or housework and would need to involve others by asking for help and getting them on board with childcare and finally would explain to the children that this would be for their benefit due to more money and a happier parent. They would arrange child-care so could attend online lessons with no distractions.
JW would overcome his barriers by arranging suitable childcare, and asking for guidance from his colleague’s, friends, family, and line manager.
[bookmark: _Toc500943476][bookmark: _Toc53314828]Section 2: Know how to develop self & others to achieve organisational objectives


2.1 [bookmark: _Toc500943477][bookmark: _Toc53314829]Analyse learning/development options to meet needs of self & another.
[image: A close-up of a map
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[bookmark: _Toc500943478][bookmark: _Toc53314830]2.2 Identify support mechanisms for the development of self & another

The author identified that they had a very supportive line manager and as she was aware she was interested in progressing within the department and keen to assist, they arranged a mentoring session with them to see how they could develop their skills and they helped create a Personal development plan which they then looked for development opportunities they could assist with such as the people group and attending a presenting confidently course. Unfortunately, there were no new opportunity on site, but their line manager encouraged them to register for job alerts and apply for vacancy’s via civilservice.gov.uk.
Their manager also agreed to delegate any tasks she could to aid development and she would ask around site for more tasks the Author could complete
There was a new campaign that the government were seeking to double the number of work coaches across the country, and it was a role she had become interested in whilst completing a short secondment in a jobcentre, due to covid19 the campaign and their line manger was able to source a helpful short presentation on how to apply and what to expect and also helped by arranging a day job shadowing in the local Job centre. 
Their spouse and children would also offer encouragement and support, by helping with household chores to free time for the author to complete assignments and assist with picking appropriate outfits for interviews.
With a Personal development plan now in place there was a clear plan, and using SMART objectives the author had time bound targets that the line manager and themselves were aware of.  
The author suggested to JW that he speak to his team leader regarding his previous interview and suggested he ask for feedback and also some mock interviews to build his confidence and also know what to expect in future interviews and to also research his employer more thoroughly, volunteer for any opportunities that align with the companies value to gain experience and network with other staff, and to also promote his outside interests and achievements such as being a FAW registered coach of a local football team and use them as example of team building and transferable skills. 
They also suggested to speak with wife and children and advise them of the long-term benefits of JW putting this extra work now which would then result in him hopefully having a promotion and having more disposable income which would improve their lifestyles.  
[bookmark: _Toc456901523]
[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

	Referencing



	Learn how to correctly reference sources used for reports/essays
	Tutor
Library/Librarian
PowerPoint
	Results and ask for feedback on first Essay 
	01/01/22

	Improve presentation skills 



	Build on previous experience and courses
Look online at courses available and resources through UWTSD
	Tutor
UWTSD website
Library

	Feedback from next presentation 
	01/03/22

	Become a work coach or other promotion with civil service (AO TO EO)

	Increase knowledge by job shadowing, use online resources such as GOV.UK to understand framework, work on competency's by using mock interviews
	Line manager
Network to find suitable position to job shadow, ask former colleagues who recently have been successful for pointers, research the role, use the job description to analysis what skills are required.
	By being offered a position. 
	01//02/22



JW Personal development plan
	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

	IT upskill


	Speak to line manager if there are any courses available/ check local library/ online course
	Line manager
PC/Laptop/iPad
	By confidence gained and possibly by qualification gained
	01/03/22

	
Trailer course 

	Ask line manager to attend a training course despite rules changing 
	Line manager, training provider
	By passing a trailer test
	01/04/22

	Promotion to Officer role. (Team Leader).
	Increase knowledge by job shadowing, ask for more responsibilities, build on current experience and look for any other training available use mock interviews
	Line manager, ask current officers for advice, help and guidance, research the role, look for any additional learning opportunities 
Support from family as nay require additional work outside of usual hours
	By being offered a position. 
	01//02/23



Part 3: Personal Objectives




	Short Term Goals (next 12 months)

	
To be a work Coach for DWP (EO) by 01/02/2022, Complete certificate in higher Education, skills for the workplace 01/07/22

	Medium Term Goals (2-3 years)

	
Complete a BA In skills for the workplace 01/07/24. 
Buy a house with husband by 31/12/2022


	Long Term Goals (3-5 years)

	
To become HEO grade by 01/02/2026




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

The author used a personal development plan so they would be able to establish what their goals are, what is required to develop themselves and how they will accomplish them, they have given a target date to check on their progress so they can monitor and possibly adjust if required. When they revisit their PDP, they then can either can tick of their achievements or look at ways they may need to adjust their plans to reach their goals and add any new ones they wish to accomplish. 
[bookmark: _Toc500943481][bookmark: _Toc53314833]They used the SMART objectives whilst completing the PDP, SMART stands for Specific, Measurable, Attainable, Realistic and Time bound goals, by “Setting SMART Goals means you can clarify your ideas and focus your efforts, which allows you to allocate your time in a way that promises the most return and the highest chance of achieving your goals” Perron, M. (2018)
A personal development plan was also created for JW where they also used SMART goals, they wanted to be more IT literate so decided to do this they would use SMART objectives to speak with his team leader and arrange training or a course and if they couldn’t provide any would look in his local area for courses that were available, he would need assistance from his line manager as the courses if external may require some time off and in return this would possibility provide a qualification but most certainly help his confidence and give him valuable skills that he requires for another of his goals – promotion to officer, this he decided would be done by 01/03/22. 

To become an Officer, he concluded that he would require his line managers support, his officers support and take on some additional duties and volunteer for tasks that show his capabilities, he would also ask to job shadow and look for any training that would be beneficial, he has the initial date of 02/02/23 in mind but is aware that if there are no positions available he may have to wait or he could research similar roles within other organisations.
The author also completed learning logs which in turn enabled them to consolidate what they’ve been learning and help understand the learning objectives. It also gave them a SMART objective to act on and a brief idea what the plan of action was and when it was due by. The Planning log helped them to establish how much time was required outside of lessons and implemented a Schule where they would block out Saturday and Tuesday mornings to complete any outstanding work before they attend on Sun and Weds and be up to date. 
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Section 3: Know how to prepare for the recruitment process 

The author went to The Department for Work and Pensions website as they had registered for alerts for suitable vacancies and a position became available that they wished to apply for. They discovered the application process was firstly a CV, then Application form (including competency question), followed by situational judgement tests and then finally a pre-recorded interview. 

The author didn’t have a CV but found out that a “resume provides a picture of who you are as an employee” Certificate in higher education: skills for the work place student year book. They tailored their cv to the job specification making sure they were to use key words from description. And even though the application didn’t specify a cover letter, the book encouraged the student to one as it “serves to introduce you as a potential employee, highlight your resume, and demonstrate your writing skills” Buzzanell 1999. 

Using Reed website, it gave a comprehensive step by step guide on what to included on a cover letter and tips to make it stand out from others as well as practical advice such as keep to one side of an a4 sheet and use white paper. 

After their resume was submitted, they started investigating the competency-based part of the application and used civil service careers webpage, where the available practice tests.
To research the department and see what they values were and thought about how they would incorporate those into their competency and read about the success profiles and went through the job description and matched the behaviours to the competency their skills as this is what the recruiters would be looking for.  
When they were invited to the situational tests, they researched the reasoning for them “It measures your ability to demonstrate judgement and decision-making regarding specific Civil Service Behaviours, which have been selected as important for success in your chosen job.” And made use of the practice ones available and once they were confident went on the do the actual ones. 
The pre-recorded interview was something they had never encountered before and didn’t know how to approach it so read the notes sent and then set about preparing their notes and then made a start on their appearance as they would of for a formal face to face interview, and wore on the advice of Certificate in Higher Education skills for the work place student handbook a suit jacket and white blouse with black smart trousers and had minimal jewellery and hair neat and not in face. 

[bookmark: _Toc53314834]When researching for information they CRAPP tested the information to make sure the information had Currency, Relevance, Authority, Accuracy and Purpose appropriate, the currency is when the information was published,  relevance was the importance of the information, authority is essentially who is the author i.e. GOV.UK is a trusted website with up to date information published by the government and therefor the accuracy of the information should also be reliable, truthful and correct and finally purpose why the information exists, so the author using a GOV.UK website should have the most current, correct and trusted information for them to do their research.


Reflection on the recruitment process 

[bookmark: _Toc53314835]
3.1 Description
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[bookmark: _Toc53314836]3.2 Feelings

After completion of interview, they were happy to be offered a position and pre-employment checks would be undertaken, they were then placed on a reserve list for 3 months, fortunately they had a call to say a position was available and a start date arranged. 
From reflecting on the application process next time there are several things the author would do slightly different to improve their chances of being offered a position or going higher on the reserve list.
They were disappointment that they hadn’t double checked their application form nor had someone else to as they noticed some poor spelling and punction, which could had knocked points from themselves or given a poor first impression and they may have not progressed further in the recruitment stages.
They had previously completed the situation tests for other vacancies so felt they had a good understanding of them but realised after that they could have done more research and some practice ones could have helped with their scoring.
The authors when applying for the position thought that it would be a relatively quick process, done within 4 weeks, but it turned out the recruitment process was a long-drawn process that even with an offer employment, this was clearly stated in the advert if they had clearly read it properly, as well as the fact of a reserve list and if they had read it properly would be fully aware. 
They felt nervous during the interview so established that if the prepared more by doing mock interviews and researching the techniques they could possibly use that would give them more confidence in their answers. 
They would also compile a basic CV ready for any other vacancy that they may like to apply in future so they then can amend it and tailor it to the vacancy.


[bookmark: _Toc53314837]3.3 Evaluation
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David Kolb’s experimental model of learning (Kolb. D. A,1984) “at its heart, its experimental (i.e. it is based on individuals having and thinking about their experiences), rather than simply absorbing and trying to apply theory. The basic principle of the model is that in each of the four sections we take time to analyse. 
The experience would be going through the application process, Reflection/Reviewing the experience is looking at what went well, theorising/conclusion – more researching the role/application and planning – how you can draw on the experience to better oneself and what they do better next time.

Using Kolb. D. A. and Fry, R. (1984) learning circle to look back on the recruitment process it was established that it was a long-drawn-out process with long gaps between stages and there were opportunities that perhaps the author didn’t take, such as getting a friend/family to read over cv and application to double check for spelling and punction and by enlisting their help with a mock interview. 
They would also go to somewhere with a reliable Wi-Fi connection rather than relying on mobile data/signal so they would be a backup option as after completing the first question in interview it took 20 minutes to upload the answer and made the author flustered and possibly reflected in the rest of the questions.
They would engage with team leader and colleagues for tips and advice to aid them in future applications and interviews and to also make them aware they were looking for this role so they could network and use their connections.
Finally, they would contact the recruitment team and ask for extensive feedback on how their interview went so they could look at any negatives and build on these to turn them into positives. 

[bookmark: _Toc53314838]3.4 Analysis

“Self-awareness enables us to stand apart and examine even the way we “see” ourselves – our self-paradigm, the most fundamental paradigm of effectiveness. It affects not only our own attitudes and behaviours, but also how we see other people. It becomes our map of the basic nature of mankind.”  Stephen Covey, 1999, P.66 -67. 
Being self-aware allows us to look at our selves and see how we can become a better version of ourselves, to think critically is key in this as we can see where our faults lie and how we can address them, learn from them, and finally turn them into opportunities and strengths that make us better potential candidates for future roles. 

The author was able to become more self-aware and critical over the actions they had taken and using various methods was able to see where they would like to be in the next few years by setting SMART goals.

[bookmark: _Toc53314839]3.5 Conclusion

In summary the author had some basic skill but was able to develop their skills to help them progress in the workplace, which has resulted in a successful promotion to their chosen role. They have learned how to write an effective cover letter and cv, research different learning styles, apply SMART objectives, created a Personal development plan, and use Mad/SWOT analysis to identify barriers and problem solve to ensure those barriers don’t affect them. 



[bookmark: _Toc53314840]

3.6 Action Plan

See 2.3 pdp 
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Author’s VA(R)K and Honey and Mumford Honey. P. and Mumford. A. (1982)
	[bookmark: _Hlk87373516]2
	7
	1
	5

	4
	13
	3
	9

	6
	15
	8
	11

	10
	16
	12
	19

	17
	25
	14
	21

	23
	28
	18
	27

	24
	29
	20
	35

	32
	31
	22
	37

	34
	33
	26
	44

	38
	36
	30
	49

	40
	39
	42
	50

	43
	41
	47
	53

	45
	46
	51
	54

	48
	52
	57
	56

	58
	55
	61
	59

	64
	60
	63
	65

	71
	62
	68
	69

	72
	66
	75
	70

	74
	67
	77
	73

	79
	76
	78
	80

	Total circled:9
	Total circled: 17
	Total circled:13
	Total circled: 13

	ACTIVIST
	REFLECTOR
	THEORIST
	PRAGMATIST



JW Honey and Munford Honey. P. and Mumford. A. (1982)
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Appendix B 

Personal Information
Name Details
Title  
Mrs.
First Name  
Ceri
Surname  
Wiggins
Preferred First Name  
Address Details
Country  
United Kingdom
House Number/Name  
41
Street Name  
Neath Road
Town/City  
Rhos
County  
Neath Port Talbot
Postcode  
Sa8 3eb
Contact Details
Primary Number  
+44 7505 105320
Secondary Number  
Preferred contact number  
Primary
We may need to contact you by text message to your mobile. Are you happy to be contacted by text when necessary?  
Yes
Email Address  
cerilouiseholmes@hotmail.co.uk
Have you served in the Armed Forces?  
No
Right to Work and Nationality
Do you meet the nationality requirements of this post?  
Yes
Where did you find out about this advert?  
Civil Service Jobs
Welsh Language
Are you a Welsh speaker?  
No
Civil Servant Details
Date you entered the Civil Service  
11 January 2016
Substantive Grade  
AO
Current Civil Service Job Details
Job Title  
Admin officer
Type of Business  
Dwp
Date from  
11 January 2016
Behaviours
Please demonstrate your behaviour within the text boxes below.
We recommend that you structure your example as Situation, Task, Action and Result.
Find out more about Success Profiles and Behaviours
Each answer should not exceed 500 words.
Communicating and Influencing
Please write up to 500 words providing examples of how things you have done in the past and your skills and experience help you demonstrate the Civil Service Behaviour Communicating and Influencing (Level 2). The evidence you provide must relate to your own experiences.
 
My role is to check legacy benefit claims, to make sure claims are correct for their migration for UC. I use various in-house computer systems to check the claim is historically/presently correct. I look at other benefits, outstanding work, and any other occupants of the property that may affect their claim to benefit.
I assess eligibility for Severe Disability Premium. If I determine that there could be entitlement, I will then contact the claimant. I send an SMS message to inform the claimant I will be calling them, this usually reassures them that I am genuine caller and are happy to answer the phone and my questions, I'll explain who I am and the purpose of my call and that I require them to complete some short forms to determine if we owe them any arrears, I will then read a declaration and answer any questions that they may have. I'll manage their expectations by providing timescales for me to complete my actions and advise of any delays to prevent calls to benefit enquiry lines.
Sometimes claimants are not prepared to give out information over the phone so I advise that I can issue postal forms but there will be a delay to the process and in turn any arrears due to them may take significantly longer to reach them. I'll make minor decisions on claims on a daily basis and pass anything more complex to a team of decision makers.

I check our systems before calling to see what their health condition is as I would adjust my communication and perhaps use an alternative means to contact such as send out mail via post or use text-phone if my claimant was for example deaf or had a history of being aggressive to staff.

If I can make a decision that they are not entitled whilst speaking to the customer I will inform the customer on the phone that they haven't got the entitlement and give them my reasons why and note this on systems.

If eligible my calculations will go to the quality team and once this has been checked, I will contact the claimant to give them the good news and when they may expect that payment, I follow this with a letter and a copy of my decision uploaded to our mail storage systems. I'll also liaise with our debt management if they would like to recover any of the arrears owed to offset any debt to the departments.

I share good practices I come across with my colleagues via Skype/email, maintain contact with other departments via notes on systems, emails requests to make changes and use online systems to make referrals for fraud investigations.

Previously I have volunteered to mentor colleagues within the department in other service centres as well as a front of house secondment at a local job centre which gave me valuable experience of what work coaches do and the role of the job centre in the community.








Ceri Louise Wiggins41 Neath Road,
Rhos, 
Pontardawe, 
SA8 3EB

(Home:  01792 676122  
Mobile:	 07505 105 320 
Email:    clwiggins1984@gmail.com

A very well-organized and conscientious person who is both confident and positive with an aspiration to undertake and develop a working role which is challenging. 

I have proven to be a very industrious person with the self-motivation to quickly cultivate skills and knowledge related to my employment development. 
I have excellent communication and people interaction skills and work very effectively as part of a team with the aptitude to remain calm under pressure and motivate others to achieve. I display competency in prioritising my own workload and meeting deadlines.
A quick learner willing to undertake any training which develops my knowledge and abilities and enhances my job efficiency. I am currently studying at UWTSD for my degree in Skills in the workplace and I am also the class representative.

Key Skills/Attributes

· Proven track record of excellent customer service delivery.
· Equally effective working as part of a team or independently.
· Sound experience in electronic record keeping.
· Organised individual taking pride in my work, utilising time efficiently.
· Enthusiastic, resourceful, and reliable.
· Effective IT skills
· Accomplished communicator.


Education	 
CHE: Skills for the workplace 2021
Cwrt Sart Comprehensive School, Briton Ferry Neath		2000

G.C.S.E’s 	* Information Technology (A)  		* Design Technology (B) 
* English Language			* English Literature 	
* Double Science			 	* Art and Design		
* Mathematic s				* History					
Training	Level 1 IT (New Clat)						Aug 2005

OCR		□ Desktop Publishing			□ Presentation Graphics4
□ Using a computer			□ Word Processing
□ Spreadsheets				□ Databases
□ Graphs and Charts			 
Elements of Certification RSA/IBT2

		* Set up and use the facilities of a Database structure
		* Create and use spread sheets to aid problem solving
		* Use word processing facilities to produce a multi-page document 
		* Integrate files and present a document



Employment History

DWP Bridgend								Jan 2016- Present 
Administrate Officer
A varied role starting as a telephony agent on ESA benefit enquiry line, advising claimants of their benefit entitlements and criteria to claim benefit, issue of payments, forms and letters, mentoring of staff on site and other sites, part of a development scheme which lead to a secondment to front to a local jobcentre as front of house role, engaging with the public and answering enquires as well as working as an individual, I share my skills and knowledge with my team and assist my colleagues when required.  I sign post customers to local other agencies and help within the wider community.  My more recent role is a GMS matching service, which involved in depth check of claim and liaise with customer for further information and then decide if any arrears due and issue once I've completed my checks.  I also have been part of a reactive team in the light off Covid19, Processing of medical certificates, uprating of benefits and occupational pensions as well as part of the EUSS team, along and other tasks as required to ensure customers payments were not affected. I am also a member of the site people group promoting engagement across site. 

Texaco, Skewen								2014- Jan 2016
Forecourt Operator							
Supervising the suspension of petrol and diesel and purchase of food products at busy petrol station, selling of age restricted products, be fully competent in health and safety procedures and mitigating risks to the public, use of cash registers handing cash and card transaction, train new members of staff, stock rotation, stock takes and other associated duties 

Asda Store, Ystalyfera							Dec. 2013 – Jan. 2014
Checkout Operator
Employed as a temporary checkout operator over the Christmas period, my main role was cash and card sales at the checkout, assisting and advising customers with purchases.

Additional Information
· Full clean UK driving licence
· Own reliable transport
· I also have some payroll experience from my employment with Shaw Trust where I would register new employees with HMRC, use in-house Navision programme to produce payslips and record and document this information. I also assisted in the recruitment of Personal Assistants for service users.
· I have worked on busy enquiry lines for Jobcentre plus, job searching and matching to vacancy’s as well as the drivers enquires line for DVLA giving information regarding driver’s licences. 


Interests/Hobbies

My hobbies include attending my local running club, walking our dog, and traveling where I can. I also like using the internet, listening to music and home and garden maintenance. 


References 
Lisa John DWP, Angel Street Bridgend, CF31 4AA
Bob  Wilson UWTSD, Carmarthen Campus, SA31 3EP
[bookmark: _Toc53314845]Appendix D

Mrs Jo Williams, 								Ceri Wiggins
Head of Recruitment								41 Neath Road,
DWP										Rhos,
Angel Street,									Pontardawe
Bridgend									Sa8 3EB
CF31 4AA									07505105320

09/11/21
Ref: 23489

Dear Mrs. Jo Williams,
I am writing to you as I wish to apply for the role of DWP Work Coach (ref 23489), currently being advertised on your website. Please find enclosed my CV and application for your consideration.
As you can see from my attached CV, I have over five years’ experience within the department, and I believe I have built lots of transferable skills during this time make me the perfect candidate for the role.
In my current role as administrative officer, I have been responsible for checking for accuracy, correcting, and maintaining benefit claims and issuing high value payments to claimants. I have worked as part of a busy telephony team and shown great flexibility and commitment during covid 19 where I was part of a contingency team to ensure claimants received their payments by rotating through different job roles as and when required.
I am confident that I can continue to grow within the department drawing on my previous experience and expertise, I believe I can start actively contributing to the business as soon as possible.
Thank you for your time and consideration. I look forward to meeting with you to discuss my application further.
Yours Sincerely
Ceri Wiggins
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The VARK Questionnai Scoring Chart
Use the following scoring chart to find the VARK category that each of your answers corresponds to. Circle

the letters that correspond to your answers
e.g. Ifyou answered b and ¢ for question 3, circle V and R in the question 3 row.

;!
J
r

/ Question a category b cal egory “ d category —\

S e () | 5

Scoring Chart

[ Question | a category b category ¢ category d category ]

(T e R Ve

| 2 | vV | A &/ K

3 K v R

[I 4 ]’ ax A Vv @

] 5 l A vV K 2

| 6 ] K cr v A

| 7 ] K [@>] Vv R

| 8 ] R K ) Vv

L 9 J R A Iz i\
TS v R A

] 11 ’ Vv R A &> |
Bz A R apP K |
s & A R Y |
g | &= R A v |
e K A B> Vi
I v e R K |

Calculating your scores
Count the number of each of the VARK letters you have circled to get your score for each VARK category

Total number of Vs circled = \
Total number of As circled = 5

Total number of Rs circled = Le
Total number of Ks circled = b
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; You score one point for each item that you ticked. There are no points for items that you
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Count the number of each of the VARK letters you have circled to get your score for each VARK category.

Total number of Vs circled =
Total number of As circled =
Total number of Rs circled =

Total number of Ks circled =
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