Skills for the Workplace
Module Assignment Submission 

	Student Name:
	Nicola Dacosta

	Student Number:
	
2016821

	Module No:
	BMSK5008

	Module Title:
	Zander PDP CV




Statement of Confirmation of Authenticity
By the act of making this submission, the student declares that the work of the student named above. The work has not, in whole or in part, been knowingly presented elsewhere for assessment, or where assessment has been built on a previous assessment, this has been identified. Where materials have been used from other sources it has been properly acknowledged. If this statement is untrue, the student acknowledges that an assessment offence has been committed.
Attention is drawn to the plagiarism and unfair practice policies of UWTSD.
































Contents
Zander Letter	3
Curriculum Vitae	5
My Personal Development Plan	8


















































[bookmark: _Toc119438391]Zander Letter

Benjamin Zander who developed the Zander letter is the lecturer that shows the benefit of writing a letter from your future self of how you arrived at your future goals.

He gives an example of giving students and A grade at the beginning of the course provided they write him a letter of how they are going to achieve that A grade and then becoming the person they have written about.

This unique technique puts a person in the position where they have to think through the steps that are needed to achieve their goals and subsequently creating an action plan of how they are going to get there.

This is my Zander Letter which describes how I am going to achieve my manager role as a civil servant.

I am now a civil servant manager. This is a zander letter on what I did to get to my current position. Firstly, I took a degree course titled Skills in the Workplace which was a three-year course that focuses on developing workplace skills. This gave me a good foundation on what is expected in the workplace and what tools are needed to become a manager.

It gave me skills like SWOT, PDP’s, CRAP testing among others and gave an insight on how companies work and what factors are necessary for a successful business. These types of skills and this type of knowledge are foundational to become a good manager. The course mainly looked at things from a management point of view which meant that I was already thinking like a manager for three years.

Although this helped me gain a working knowledge of how management impacts business, it was still quite general and wide reaching. For example, we would look at things like workplace culture and the different business models that are used in specific lines of work. Even though we were required to apply it to our own specific roles, the delivery had to be general so we could get a big picture of how things worked.

So, the next step I took was to complete courses in my company that developed managerial techniques from a more internal perspective. As a civil servant you are not only allowed but encouraged to enrol on free courses that are business specific.

I took two courses one called Managerial Skills, and another called Self Development – The Tools for Work life. The management skills course looks at what is expected from a civil servant manager and takes you through many different scenarios and how to deal with them. For example, it looked at how to manage underperforming staff and how to deal with staff sickness absence.

This was all done from a civil servant perspective which was important as other companies may manage things differently and therefore not give a focused enough perspective on these topics. I found this very helpful as it gave me the knowledge and techniques needed for my specific role rather than the general knowledge of the degree.

The fact that I had already done the degree though made things a lot easier to understand and I didn’t have to learn everything from scratch. So, I was able to build on what I had already learned and transfer my skills in a more specific way.

The self-development course gave me more practical skills like learning the correct way to send emails, how to use spread sheets and managerial programmes that track agent performance and behaviour and general reporting systems that are used to keep track of things like worked hours, holidays and absence procedures.
This was a very important link from learning about management to doing manager tasks. This type of training you cannot learn in a degree as it is so personal to each individual company that it needs to be training rather than academic.

Lastly, I had a secondment to replace a manager who was on maternity leave which gave me a six-month experience doing a manager role. This was a vital part of me developing into a manager as I had to put all the things, I had learnt together but as it was a secondment, I was not expected to know everything or be targeted on my performance, so my only target was to learn the role.

Having successfully performed the role I was able to apply for a managerial role when one became available.
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Nicola Dacosta
13 GERRY GALVIN COURT
CARDIFF
CF24 1PP
Nikkydacosta78@gmail.com
DOB- 18/07/1978
TEL 07840747286


OBJECTIVE/SUMMARY

I have had over ten years of experience working in an office environment within sales and the customer service sector. 

I am a highly motivated, enthusiastic individual who enjoys working on my own initiative and within a team. I am a bubbly, positive person, used to working under pressure, accomplishing targets, giving a world class service putting customers first.

I have also had experience within the administration sector learning to work with data in a time managed way ensuring I meet targets and time critical deadlines set for me. I am flexible and work well under pressure I am able to adapt well to changing procedures and maintain an excellent service

WORK EXPERIENCE

Serco CUSTOMER ADVISOR AT COMPANIES HOUSE
JAN 2018- Present

● Dealing with a high volume of calls regarding limited companies accounts and
filing requirements under the companies act Requirements.
● Taking and processing card payments and administrative duties
● Liaising with different departments to get accurate information
● Team working
● Excellent communication skills managing customer inbound calls on behalf of Companies House resolve complaints log calls resolve complaints communicate between departments.


HOMEMAKER

OCTOBER 2013- DECEMBER 2018

● I was a stay home mum raising my family.


SIENNA SPRAY TAN CONSULTANT

FEBRUARY 2012-OCTOBER 2013

● Self Employed Going from client to client on a mobile basis.
● Making sure all clients are comfortable and satisfied
● Keep all client’s personal details confidential and dealing with accounts
● Having full insurance and a full diploma in spray tanning
● Offering a sunless tanning experience

SALES CONSULTANT AT AA INSURANCE SERVICES

SEPTEMBER 2003-JANUARY 2012

Answering inbound calls for car and home insurance. Taking inbound calls for AA
breakdown cover meeting daily targets in a competitive environment.
● FSA/FCA compliant with regular check.
● Processing bank transactions using card details and administration duties
● Giving advice on all levels with excellent customer service skills
● Great use of communication

REASON FOR LEAVING: I was made redundant from this position


EDUCATION

UNIVERSITY OF CARMARTHEN TRINITY ST DAVIDS

SEPTEMBER 2020 – AT PRESENT

I have a certificate for skills in the Workplace Management. I am currently doing a Bachelor of Arts in leadership and management skills for the workplace.

Certificate in Workplace Management

SECONDARY HIGH SCHOOL, CATHAYS HIGH SCHOOL

SEPTEMBER 1991-JULY 1997
GCSE Grades
Art B
English B
English Lit C
Math’s B
Science C

OTHER CERTIFICATION
Institute of Beauty Diploma in spray tanning

INTERESTS 
Cooking, travelling, socializing, family time


References available on request.










































[bookmark: _Toc119438393]My Personal Development Plan

	
	Nicola Dacosta PDP

	
	
	
	

	Development Area
	Actions to be Taken
	Support Needed
	Timescales

	Develop skills needed to become a civil service manager.                 Development to include people skills, system management, process knowledge and employee development techniques.
	Enrol to skills for the workplace degree.            Enrol to Manager Skills internal skills course.          Enrol to Self-Development - The Tools for Work life Course.                                 Shadow current team manager to learn what they do from day to day.        Support current manager undertaking their duties.     Set aside time at home to complete assignments.      Secondment request to go in when manager maternity is about to begin.                      Practice 121's and absence management procedures. Practice returns to work and holiday booking.               
	Tutor support to complete courses.                            Manager support to learn duties.                                 Team support and patience when learning the new role. Financial support whilst studying.                                Family support to arrange time to study.                    Company to provide free courses to improve managerial skills.
	Skills for the workplace to end December 2023.         Manager Skills course 3 days May 2023.                             Self-development - The Tools for Work Life 5 days June 2023.                            Shadow Manager for 1 month September 2023.       6-month secondment TBC.

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	




My PDP reflects the skill gap I currently have in regard to becoming a civil servant manager. I need to develop my skill and knowledge to be able to undertake this role.

I have already begun a degree course in skills for the workplace and this will help me in a general sense. It gives me a working knowledge of how businesses are run and what goes on in the background of a successful business.

It looks at different models and structures of businesses, at different relationships and cultures within business, at different types of business and how they differ and how to develop your personal brand to further your career.

I am just completing the second year of a three-year degree course, and this will be invaluable to my development. I have also looked into two other courses I need to get a better understanding of my current company and what they expect from their managers. This will help me get some skills relevant to the company I am currently in rather than the general skills my degree course offers.

The other main actions I need to undertake are more practical rather than academic. These would include hands on management tasks like updating employee information and holding 121’s. Management as I see it comes in two parts, administrative and relational so I need to develop in both areas. Supporting current managers and applying for a management secondment will help it these areas as I will be hands on and seeing what the processes are in terms of daily tasks.

Sitting in with managers will also help the relational side of things especially watching them deal with employee queries, resolving incidents, and completing 121’s and returns to work. This will be invaluable to my development as a manager as this is arguably the more difficult side of the job.

Company procedures and policies are relatively straight forward when you compare them to complicated nuanced employee concerns and confrontations. The theory behind these tasks is simply a foundation and needs to be executed to be fully understood.

The support needed is also important as there will always be gaps in knowledge, especially early on so mentors and tutors are important to development as well as putting in the hard work



