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   USHA nandhini krishna raj
10, ABC street, Cardiff, CF12 2XY

usha_raj@yahoo.com
079*******
	


To                                                            
Ms. YYY

HR Manager

British Gas

Cardiff Branch

Dear Ms.YYY

I am applying for the position of Customer Service Supervisor, which is listed on your website. Please see my attached CV to support this application.

I believe I am a perfect candidate, as I have the requisite experience and temperament you seek for this role. I will be able to fulfil the required responsibilities, due to my ability to communicate effectively with my extensive knowledge on managements methods and customer service standards. 
In my current job, I am tasked with a wide range of responsibilities, which majorly includes assisting the Supervisor in managing the team with strong work ethics and great attitude. I can manage the team as an enthusiastic professional, being capable of developing new plans and introducing techniques to enhance customer satisfaction and improve efficiency and productivity. 

I assure you to contribute and develop different aspects of the business, and also show a flexible approach to my team in working together towards a shared goal. These qualities along with a keen interest in customer service relations, has made me pursue a career along this path. I feel I would fit right into the culture at your Company, because of its great values and standards that promotes staff empowerment.
Thank you for your time and consideration.
Sincerely,
Usha Krishna Raj

                                    USHA nandhini krishna raj
                                                    10, ABC street, Cardiff, CF12 2XY

	


PROFILE

An eloquent, enthusiastic, motivated and ambitious professional, who is highly organized and skilled at managing a team. Supported by formal and experiential knowledge and skills in monitoring and assisting a team efficiently. Possess strong work ethic and positive attitude; while being highly effective in fast-paced and results driven work environments regardless of dynamics and circumstances. I am accustomed to training, coaching and mentoring the team with advanced people management skills.
KEY SKILLS AND ATTRIBUTES

· Excellent verbal and written communication skills.

· Good interpersonal and leadership skills.
· Ability to build rapport with dissatisfied customers.
· Ability to manage effective workflow.
· Ability to investigate and resolve complaints related to product and service.
· Ability to lead a team effectively and drive the forward to meet objectives and targets within the specified deadline.
· Ability to undertake remedial steps to reform any shortcomings in the team.
· Ability to utilize all resources in an organized manner to achieve qualitative and quantitative results.

· Ability to provide technical assistance to team to achieve organizational goals.
PROFESSIONAL EXPERIENCE
Shell Energy                                                                                             (August 2020 – Till date)
Senior Customer Service Advisor (Promotion)
· Assisting Customer Service Supervisor to ensure appropriate customer service is delivered.

· Solving product /service related critical problems by handling the customer's complaint; discovering the source of the issue; choosing and providing the best solution for the problems.
· Contributing to team effort by motivating the team members and guiding them through the work process.
· Building sustainable rapport through interactive communication with customers.
· Overlooking and keeping track of customer accounts with customer credit limits.

· Following up the customer accounts that are outstanding for final settlement.

· Supervising the tasks of junior executives and providing feedback.
· Handling difficult customers and following up with them until they are problem is resolved.

	Shell Energy
Customer Service Advisor
	[ January 2017- August 2020 ]

	· Reaching customers on calls and verifying account information.

· Doing Cancellation or upgradation on accounts for customers as per their request.
· Providing information to customers of deals and promotions.
· Selling products and services.

· Providing information about the product.
· Taking payment information from customers.

· Updating customer’s accounts with contact details.
· Suggesting solutions when a product does not function.
Amazon UK Ltd
Customer Service Advisor
[January 2014- August 2017 ]

· Handling product related calls.

· Assisting customers with refunds, orders and exchanges.

· Making effort to persuade customers to reconsider cancellation.

· Utilizing technology to handle call flow.
· Compiling reports on overall customer satisfaction.

· Advising the changes in policies or renewals to customers.
· Suppling Company information, rules and guidelines to customers.

Other Skills & Strength Extra Curricular

( Con;dence, Hard Work & Posive Thinking.
( E'ecve Communicaon in English.
( Ability to lead a team.
( Analycal thinking & planning.
( Problem analysis & problem solving
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	Course
	Institution
	Year

	Master of  Business Administration

Bachelor of Economics
	 University of Wales Trinity Saint David

University of Wales Trinity Saint David
	2012 – 2014                   

2005 - 2008


ACADEMIC QUALIFICATION

ACHIEVEMENTS:

The Eccentric Performer Award – (Shell energy, August, 2020)

Stand out Performer Award – (Shell energy, January, 2017)

Employee of the month Award– (Amazon UK Ltd, August 2013)

REFERENCE

 Available upon request
DECLARATION




  I hereby declare that the above information is true to the best of my knowledge and belief.
NAME: Usha Krishna Raj          

DATE: 09/07/2021
                                                 
[image: image1]Reflection using Kolbe’s model
Introduction:
           Kolb's reflective model is also known as “experiential learning”. This Model basically depends on one’s own experience which is then reviewed, analyzed and evaluated in 3 different stages. This process moves as a cycle, one following the other and the new experiences will lead to another cycle as the starting point.
 Let’s apply the Kolb’s learning cycle on my reflection of making CV and Cover letter:
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·  Concrete Experience & Reflective Observation: DIVERGING
         One physically experiences a situation which makes them realize to reflect in learning something new. When I created the CV/Cover letter, I achieved an experience of developing a new skill. Here CV writing becomes the Concrete Experience.
After creating the CV/Cover letter, I went through it and realized what mistakes I have made in creating the CV and wondered if it would get through the CV screening process of an interview. I observed the mistakes like disorganization with upper & lower case, wrong font size etc and reflected deeper what was the reason the CV looked dull and not attractive. This is Reflective Observation.

Here, I put myself into the situation of feeling and observing to improvise my CV which is the process involved in DIVERGING. I have involved myself in observation and reflection here.
· Reflective Observation & Abstract Conceptualization: ASSIMILIATING

Generally, this is the process that involves clear and core understanding of the ideas.

Abstract Conceptualization involved in this CV writing process is that when I developed new ideas and a concept in my mind to make the CV look better with innovation.

 I thought logically and developed ideas to make my CV look attractive by using professional words using Thesaurus and used various tools in MS Word like Layouts, Designing and so on.
This process of core understanding of the ideas and usage of innovation for a successful outcome is called Assimilating.
· Abstract Conceptualization & Active Experimentation: CONVERGING

In this process, a practical solution is applied after a deep thinking process with several ideas in mind.
Active Experimentation is implementing the ideas and obtaining a solid practical solution. Practically I applied various MS word tools along with document organizing tools and finally I have obtained a professional looking CV. I have experimented my CV writing skill using the ideas and thoughts that emerged in my mind.This is Converging with regards to cover letter/CV writing.
· Active Experimentation & Concrete Experience: ACCOMODATING

Basically this is a process of Feeling & doing a particular task.
The CV/Cover letter making idea of mine was simple initially. However as I kept doing it as an experimentation, I have included common ideas of a regular CV which are other people’s thoughts and then I put my ideas to improvise it. This process of settling with common ideas of other people (initial stage) is called Accomodating.
Conclusion:
        This Learning cycle developed by David Kolbe describes  people learning behavior.
My learning  of CV/ Cover letter writing using Kolbe’s cycle is a reflection of how I learnt the techniques, created ideas and tools I used to create the above given CV and Cover letter. All four behaviours explained in Kolbe’s cycle is the pattern of actions I used in building this CV and Cover letter. In short, Kolbe’s learning cycle is an experimental learning that made my experience of creating CV and Cover letter engaging, delightful and most importantly beneficial.
Reference:

Kolb, D.A. (1984). Experiential learning: experience as the source of learning and development.
Picture: Image sourced from Maoria Kirker.

https://maoriakirker.wordpress.com/2014/09/26/learning-styles-in-and-out-of-the-classroom/
Declaration:

I hereby confirm the above Report /Project was created by myself with the guidance and training from Ms. Melanie Squire.

Usha Krishna Raj

Date: 09/07/2021
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