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This presentation is going to describe the job description of a customer service manager. The customer service manager provides a critical service to the potential customer (Bhagra & Sharma 2018). The basic skills needed for a customer service manager, my skills as a customer service manager and my SWOT analysis of mine will be described here. After that, Time management and PDP plan will be also discussed here. 
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Customer service is a system offered to both potential and current consumers. Client service professionals may be responsible for producing self-servicing material as well as responding to customer questions through human encounters, telephones, chat, e-mails, and social media (Schimkowsky, 2021).
[image: ] 

[bookmark: _Toc78617037]Basic Skills of a Customer Service Manager
[image: ]
Communication Skills: customer support managers need to educate and instruct their customer support staff to be able to handle difficult client calls and heavy workloads.
Patience: Managers need to be patient while teaching new representatives the fundamentals of customer service when assisting reps through difficult circumstances or poor performance, and when resolving complicated problems with consumers who may be angry, impolite, or unpleasant (Schimkowsky, 2021).
Diplomacy: Customer service managers need to be polite and diplomatic when it comes to handling difficult discussions.
Motivation: Motivation is another must-have for a great leader. You need to make sure that you're intrinsically driven to lead and inspire other people to make sure you can extrinsically encourage your workers to get up and perform the job every day. 
Emotional Intelligence: Although emotional intelligence is frequently mistaken with empathy, communication must be possessed by distinct skills (Osmani, et al., 2019).
Vision: You need to be able to gather soldiers through difficult circumstances, concentrate them on the broad picture and understand what you are aiming for.
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Problem Solving: Typically, consumers do not self-diagnose effectively. Often, the support person is responsible for reproducing the problem before recommending a remedy. I'm very good at problems solving skills.
Patience: Patience is a virtue that customer service representatives must possess. After all, consumers seeking help are often perplexed and irate. I am very much patient because I have to be. 
Creativity and Resources: While the answer to the issue is excellent, it is much preferable to first discover novel and fascinating ways for moving ahead (Osmani, et al., 2019).
Product knowledge: The greatest customer care representatives have a thorough understanding of their goods. After all, they will be unable to assist consumers with issues unless they are familiar with your product from top to bottom.
Time Management Skills: The best customer service representatives recognize when they are unable to help a customer and quickly send that customer to someone who can.
Empathy: The capacity to comprehend and share the emotions of others — is maybe a personality characteristic instead of a competence. Since empathy, however, is a talent to be learned and cultivated, it is unwise not to include it here.
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	Strength
· Strong Communication Skills
· High Confidence
· Transitional Leadership Capabilities
	Weakness
· Bias
· Poor Time Management
· Insufficient Team-Building

	Opportunity
· Good Decision-Making
· Teamwork
· Problem Solving
	Threats
· Too strict Towards Works Ethics
· Inconsistent performance



Strength
· Strong Communication Skills: Additionally, I excel at communicating instructions, resolving customer service issues, debating new management initiatives, and resolving employee disputes. 
· High Confidence: Capable of authoritative leadership and projecting an image of leadership and reliability. Additionally, the ability to keep commitments is apparent.

· Transitional leadership abilities: the capacity to adapt and grow through time and in reaction to changes in the tourism industry's environment. I'm enthusiastic about learning new technologies to keep my abilities current (Vlados, 2019).
Opportunities
· Good Decision-Making: I make decisions after gathering important information and doing a thorough investigation to guarantee that my conclusions are sound. Additionally, after weighing the benefits and drawbacks of a possible choice, I conduct a critical evaluation.
· Teamwork: Because I like to work in groups, I promote collaboration. I significantly contribute to the team's overall objectives. Additionally, I support team success above individual accomplishment.
· Problem Solving: Capacity to identify and resolve issues confronting customers, employees, and the organisation. To handle such issues expeditiously, I seek both internal and foreign help. 
Weakness
· Bias: Sometimes supervisors favour their high-performance employees. In the first place, this should never have happened.
· Poor time management: Last-minute rushes, missed deadlines and chronic delays are common because of ongoing distraction.
· Insufficient team building: I do not create a strong culture of collaborative collaboration from time to time.
Threats
· Too restrictive toward working ethics: this is not a fault, but I respect work ethics and hold those who are responsible for it. Many of my subordinate relationships were damaged.
· Inconsistent performance: incorrect completion of the work, numerous errors and irresponsible techniques of completion (Vlados, 2019).
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	Urgent
	Not Urgent

	Important
	Improving Communication Skills.
Increasing Patience.
Increasing Leadership Skills. 
	Improving tenacity.
Increasing Under Pressure.
Increasing Teamwork.

	Not Important
	Increasing Motivation.
Increasing Emotional Intelligence
	Increasing Vision.
Increasing Reading skills



Time is valuable for every person and when one person is a customer service manager, he needs to be more effective in time management. This is the first step to be a successful customer service manager (Ugidos et al., 2019). 
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	Short-Term
	Mid-Term
	Long-Term

	My Goals
Improving Different Types of Skills such as; leadership skills, communication skills.
	According to these skills, various books, articles and journals will be read.
	Various types, of course, will be attended.
	An intern can help to develop these goals.

	Knowledge and Skills to be Learned
Reading and Writing Skills
	Keep Practicing
	Attending class
	Practicing in real life

	Attending Classes
	Regularly attend class
	Imply when getting confidence
	Keep practicing

	Time Schedule
	3 Months
	5 Months
	1 Year


Personal Development Plan helps to achieve skills that are needed to improve oneself. It is a basic schedule or frame that is helpful for a learner who is interested in developing himself.
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Through the discussion of the presentation, the aim has been achieved. This presentation was completed.  All the things were clearly described to be understandable to everyone. 
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