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1. Introduction
[bookmark: _Int_1BWn6pKy][bookmark: _Int_KvQVnm9N]In a reflective report, I should write about the most interesting part of my experience in this almost final year of university, which was this course. If until September I would not have known in which direction I would go, now after two months, I can say that my life took an unexpected turn. I know in which direction I will go, and this course made me understand what until now no one could have made me understand: the skills I have and which I must develop without any fear that age could influence me. I will use the model and the concepts learned to expose this experience. And will be extremely critical with myself. This is one of the strengths /skills which I gain in this year. To be critical first with myself.
2.Review on skills competition
2.1 Identifications of my own skills for the Complaint Manager
 In main Report, I will expose a REFLECTION of everything I possessed through during studies of this course. This means the feelings –insecure and without much confidence and trust, the interaction with my colleges- direct, simple, open approach and keeping the communication and collaboration- on WhatsApp, the disponibilitie  of learner which has been 100%- online and class.
[bookmark: _Int_xOcZbeub]Getting a respectable job, it is the first priorities of most of students. Some of student know exactly the path which must fallow, but some of us not. Cottrell, Stella (2015). 
The main porpoise of this course Wos to start to be prepared yourself for the right job come along. We learned in this course haw to improve our skills and abilities, self -awareness, haw to do our Personal Development Planning, Exploring Employment Opportunities, about the Recruitment and the selection process and CVs writing, Facing Interview (Mock Interview), path of Career Development. I did not exactly know my path, but improving my skills, I chose to go ahead and improve my skills for Complaint Manager, which is match to me, seeing that I had in past some experiences. 
2. 2 Evaluation of my own skills Comparision with Complaint Manager
The class activities helped me a lot to understand myself from all point of view: personal, educational, professional.
 2.3 Class Activities
         First activities, its Wos to complete a quiz, to understand which is my personalities. Results: Introduction | Advocate (INFJ) Personality | 16Personalities.
[bookmark: _Int_Dmrjn8gS][bookmark: _Int_NBsaq5ya]      2nd Activities, PDP (Personal Devlopment Plan - PDP QUIZ), class ACTIVITIEs (grade (4 /10). The PDP will help me to identify the gaps in my skills and improve them.
1. To establish the direction in my career, chose the profession.
2. Identify development which I need for Complaint Manager.
3.Formulate an action plan.
4. Record outcome.

5.Evaluation and review of outcome.
  2.4 My PDP (Personal Devlopment Plan)
	Objective
	                                    
           Time

	    Activity
	Success criteria
	Resources

	Short time
	 Sept/December”22
	To be present 
	Getting 60%of this module
	Laptop

	
	
	Interaction with professor
	
	Internet 

	
	
	Interaction with my colleagues, in  class
	
	Support from Class, lecturer, student service

	
	
	Keep step on all activities
	
	

	
	
	Upload the in time the reports
	
	

	Long-time objective
	  Next year
January 2023/ Decembre 2023
	Pass on 5th Level
	 Improve better myself on skills interested course 
	   car

	
	
	Build a good CV
	Find a job like Complaint Manager
	laptop

	
	
	Have 100% attendance
	Getting more then 60% of course module
	Internet

	
	3 hr/week
	Prepare for Complaint Manager
	Learning Code of Conduct for solicitors, regulation, low
	 Library



 According with Handling complaints Practice note,03 Jun 2021
Cite:
[bookmark: _Int_64SgCgbW]“A complaint can be any expression of dissatisfaction, whether verbal or in writing. Complaints can highlight problems or areas for improvement in your practice. Handling them effectively may protect your firm’s reputation and prevent future complaints.” Is a particularly important to know the legislation and to know how to deal with clients fairly, promptly, and free of charge. “Paragraph 8.5 of the SRA Code of Conduct of Solicitors.
Complaint Manager. This my path I chose to fallow for next years   The skills which I identified that I need to improve are the skills that is necessary to improve on next level, 5: rolls and low, to be more confident in myself, to gain more confidence with some verbal or written expression of dissatisfaction.




3.Reflection over the concepts I have learned from this module
  3.1    Checked my own abilities and using the analysis tools learned to classify the skills   needed for Complaint Manager.
       a.  Simple analytical tools to analyse myself. I will use the Cv I made for the task2 and personal SWAT analysis
   Skills: knowledge of Microsoft Office (word, PP, EXCEL) POS
           Able to create and build accurate rapport with other persons/clients 
         Current course of Certificate in high skill employment work, UWTSD Birmingham, UK:
· Academic and Employability skills
· Effective Team Working and Communication
· Digital Skills and Reasearch Method
· Problem solving and decision making
· Professional career Development 
· Managing Enterprise in 21st Century
· Waitress 
Language:
· Romanian- native language
· Italian -fluent 
· English – conversation level, basic work
    b. Swat analysis is it use to improve your weaknesses using strength through opportunity looking on threat. 
Making personal SWAT analysis, can understand well myself.
Strength: politely, promptly, delivery good services. Maintained facility compliance health codes, sanitation requirements and licence regulation, fallow always the rolls and low. Stright person, treating the others with respect, given the big value of every person and profession. Emphatic. Hard working. Focused on my goal.
Weakness: many times, I am trying to use the heart/feelings more than rationality, I am not flexible, Impatience .Failure. 
Opportunities; graduation, good references, good job. Make new friends, know new peoples, willing to learn.
Threats: other graduate, my health, my age, advanced technology, job distance, broke car, job market change, 

. 


   3.2 Evolution my own skills against my career
[bookmark: _Int_7UZc18hz] To describe everything, I went through during the course studies, means work in team, class activities, online course, collaboration in every moment is need it, keeping communication by mail with learner and given us feedback for whatever we asked. All this put together helped me to overcome the obstacles created in my minded, they helped me to evolve, to aspire to a much more worthy profession then waiter. All existing skills were brought to surface and modelled, I gained the courage to express myself and acquire knowledge in the field. 
   3.3. Assess and reflect on concept I have learned from this module.
  a. I will use the Gibbs' Reflective Cycle (1988) give a structure/framework of my learning from my experience I passed through in this course.
Description:  find me after only one year and half in UK   on UWTSD, it is like dream which become true. 
[bookmark: _Int_DhYIlA43] Evaluation: I am in one class with nice people (my colleges) all of them younger than me, study one course which will change my life, but haw will be, all of them are younger than me. I will feel … older!
Feelings – insecure and without much confidence, lonely.
Conclusion: change over time and have trust, the interaction with my colleges- direct, simple, open approach, keeping the communication and collaboration- on WhatsApp, the disponibilitie and patience of learner which has been 100%- online and class. Also, we create a collegial worm climate like a small family, drink coffee and eat together in break time talk about how to approach the new work in group and haw to be in contact.
Action plan:  Change ideas and impression, help each other when we work in group. Totally collaboration/ communication. I really improved myself. 
[bookmark: _Int_KFRfyZ3d] Analysis: I learned the concept of behave like employer and employees, and haw can be prepared for job you want to create a valuable CV, Cover letter, and haw to confront one interview. This through Activities of task 1,2,3 (Open Boock, grade 5/10, create CV, grade 6/10, Mock Interview, grade 11/ 15) Are not the best grade, but if I would get back to remake the same Activities, definitively I would know from which point to start. With Open Boock which have mad online because the train strike, I have been not much lucky due to internet problems. It Wos incomplete, not 500 words. Which I felt frustration that I could do better, but I managed in time to upload and avert the learner.
[bookmark: _Int_EJUtC7rR]We learned how to compete with the others for the same job, haw to feel confident, to understand our skills and abilities, haw well prepared must be, before to face it the employer. The most important is getting confident and understand that is possible to give the wonted job with minimum effort if you are preprepared. This is the goal of this course. To understand both angle perspectives: employer and employee. To complete all this, during the 10 weeks held, in which through different Activities to understand and improve ourselves skills.
The outcome of One of the Activities is the quiz of the Dr Tasha Eurich, is to be more confident in myself. One point more to Improve. 

b. Johary Window (1955)
Improving self-awareness, we study about Johary windows .Joseph Luft and Harry Ingham (1955) improve your communication skills, it is a technique for improving self-awareness within an individual, make you to understand the relation between you and the others, haw you see yourself, and haw the others seen you. What you know about yourself and what do you know what the others know about you and what you do not know that the others know about you.There is one window with for panel.” Heuristic exercise”. Intro to Business Communication. Johary Window (1955) imagine.
                                                                                                                                                               
                                            [image: ]


Analysing the entire internship, going through entire period of the course, all I can say is that I would change if were  possible few things: to have completely redone my CV that I uploaded and not taken from the  old CV I sent for job online, which is completely wrong, like that the similarities would not have emerged, because I used the different  mail address and not the students, I would change the laptop with high-performance one to avoid internet problems or IT, I would dedicate more hours for studying.
Bill Lucas, (1 Apr 2005) Discover your hidden talent, in his book, he reveals simple ways to overcome "personal barriers" in the way of learning, to acquire new skills and to relax the ones you have, not to be closed to progress and to excel more in work, study, in personal life, family not having importance "your age." What is important is the desire to excel in what you know, what you do and why not, haw are yourself.
 Evaluation. 
 Making balance shit of haw I Wos at the beginning of this year, to what I Wos doing at the beginning of this course, the difference is notable. I overcame that fear of moving forward in my career. I think that now I can say that I am open to new things, and almost prepared.

 
[bookmark: _Int_oN2HcAyC]Why I am saying “almost” because I wish would go ahead with next level to complete what I started and be complete prepare for the job I choose. The last lesson its Wos about Low Legislation, about the recruitment, Employment contract, Data Protection, Working Time and payments and Helth and Safety on Work. The Legislation interesting me due the profession I choose. Complaint Manager. Here I need to improve. To go Deeping inside of these Governmental documents:
“Equality Act 2010”
“Employment Contract, 1966”
“Data Protection Regulation, Act 2018”
“Working time Regulation1998”
 I will complete this to next year parallel with the 5th level.
4. Conclusion: once passed this experience I can see in this moment, that I want to learn more, that I am not the same person as when I started this course which changed my perspective from all points of view.
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