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[bookmark: _Toc100402331]Introduction
In this report I will be talking about the skills needed to succeed with career development plans and how a personal development plan can help with staying on course to your chosen career/field of work. I will also be discussing UK employment law, learning theories and self-awareness methods which are important to know about when embarking on the career progression journey.
[bookmark: _Toc100402332]Skills learnt
To understand the skills, I have obtained during the course of this module I would like to provide you with the definition of a skill itself. According to Webster (2021) a skill is “the ability to use one's knowledge effectively and readily in execution or performance”.
· Leadership skills (Contino, 2004)
In my most recent employment I have been able to gain leadership skills by being given the opportunity to look after employees with less experience and get them working & understanding how to process work like the more experienced members of staff. With this I was able to watch, give regular feedback and support each person until they had been handed over to their official manager which also allowed me to become aware of other learning styles to produce positive results.
· Adaptability skills (Holtkamp, 2014)
In every job I have had I’ve been able to be flexible in line with the businesses needs. This has always worked in my favour as when something needs to be prioritised at short notice, I am able to get it done before the deadline. This skill in particular has assisted me in both my personal and professional life as I can easily reconfigure activities to make sure all is done in a timely manner.
· Organisation skills (Bausch & Becker, 2001)
More recently I have noticed that my organisation skills need to be improved as I tend to make a list, put the list in order of priority and then forget about the list until one of the item's due dates approaches. To resolve this, I have started to put my to-do list onto an electronic calendar with reminders set so that I can chip away at each task bit by bit to lessen the chance of feeling overwhelmed. I have also been finding that tasks are being completed well within the due date which has helped me stay in control and more importantly organised.  
[bookmark: _Toc100402333]SWOT analysis of skills (Rose, 2017)
	Strengths
	Weaknesses

	· Communication
· Prioritising 
· Personable
· Empathetic
· Holistic
	· Organisation
· Procrastination
· Self-doubt

	Opportunities
	Threats

	· Able to graduate
· Apply for a job in desired career
· Ability to keep learning to continue the progression
· Networking
	· Family life
· Not enough time in the day
· Lack of qualifications for desired career


[bookmark: _Toc100402334]Personal Development Plan for career development 
	Personal objectives
	Goals
	Plans to achieve
	Measurements
	ETA
	Who can help

	
	Improve organisation skills
	Utilise calendar and reminders 
	Continuously ticking tasks off lists
	Ongoing
	Myself

	
	Make time for learning 
	Allocate 30 mins per day to learning
	Achieving a pass when completing assessment
	Ongoing
	Myself


	
	Read 4 business books per year
	Purchase 1 book each quarter 
Read and annotate books to solidify knowledge
	Support friends and family with newly acquired business 
Create business plans with supporting documents
	3 years
	Myself
Authors




[bookmark: _Toc100402335]Analyse the skills required to be an effective manager in contact centre
A career development plan is a written list of your goals which will assist you in achieving your future job or developing further in your current position. These goals can be both short and long term which can change over the course of time between review dates. For my plan, I need to improve and gain my skills in order to become an effective manager within the contact centre environment. 
	Name:
	Olivia Reid
	Job Title:
	Customer Service Advisor

	Period of Plan:
	12 months
	No. of Mentors:
	3

	Manager:
	Blaine 
	Review Date:
	February 2023

	Professional
 Objectives
	 Goals
	Plans to achieve
	Measurements
	ETA
	Who can help?

	
	 Obtain level 4 qualification in financial planning
	Start with 1 of 6 units and work through study materials
	Pass each unit (6 total) 
	3 years
	Myself
Management
Mentors
Chartered Insurance Institute

	
	Gain experience looking after team 
	When management are out of office, step up
	Feedback from team 
	1 year
	Myself
Management
Team

	
	 Complete regulatory learning in line with IDD regulations
	 Diarise when learning is due to complete
	Pass courses
	Ongoing 
	Myself 



Once I obtain the relevant skills to achieve contact centre manager position, there is opportunity to continue going up the ladder to becoming more senior and managing managers of the department and becoming the head of department should you decide to stay in the same business area. 
In order to get into a management role, I need to get experience leading and motivating a team. For this to be achieved I need to let it be known I would like to take on more responsibility when the team is concerned. As I will have been working directly with the team to complete and meet the service level agreements when it comes to training/development will be able to support the team in a different way as I know how to do the actual task whereas management do not usually know the end-to-end process of a task in depth. Another skill needed is the ability to converse with senior and board level and be able to understand what they want from my team to achieve the business goals. To achieve this level of understanding and knowledge I will be required to sit in meetings and note take which I can use later to reflect on what has been discussed. The ideal end goal would be to contribute to the meetings and leave with actions which will be discussed again in the next arrangement. 
Assess concepts learnt in module
When setting goals and objectives it is necessary to ensure that they fit into the SMART concept. SMART is an acronym used to make sure each goal/objective set is Specific, Measurable, Attainable, Realistic & Timely. If the desired goal is not “SMART” you will find it difficult to accomplish the goal as there will be something obstructing you. Setting SMART goals helps you create an action plan and see whether the plan can be implemented and eventually completed in good time as it is not beneficial to set goals that will never be finished. 
Whenever I set goals, I always think realistically as to whether I can or will achieve the said goal as I have identified in other tools that I have weaknesses and threats which have already delay achieving goals and objectives for myself. By using SMART I understand that whatever it is I would like to do will be done with the right resources and tools.
[bookmark: _Toc100402336]UK employment law
UK employment law are rules and regulations put in place to protect those who decide to go into work to earn an income. There is legislation to protect people when it comes to: Recruitment, data protection, pay and holiday entitlements, working time, health and safety at work, discrimination, discipline and grievance, employment contract & dismissals and redundancies. 
One of the acts which is important and covers 2 areas of Uk employment law is the Equality Act 2010. This act makes sure that when it comes to being recruited for work you are considered and treated like everyone else who has applied for the job they have applied for. Another act which covers the dismissal and redundancy area of law is the Employment Rights Act 1996. This helps employees challenge their employers conduct when it comes to ending a contract or a contract being terminated without notice and ensures that employers are following process should they need to end their working relationship with you.
[bookmark: _Toc100402337]Learning theories
In this module I came to learn of a few learning theories which assess how everyone learns things in different ways. The first theory was by Honey & Mumford, and they discovered that there are 4 types of learning styles: Activist, Reflector, Theorist and Pragmatist. When looking into this theory I found that depending on the scenario I am in, I can be all 4 types of the learning styles listed. Personally, I have always been the type of person adapting to the situation so that I can produce the best results no matter what.
Another learning theory discovered in this module was found by Neil Fleming. He found, again, that there are 4 different learning styles: Visual, Aural, Read/Write and Kinaesthetic. This learning theory is more well-known as it is discussed at school age to help teachers support students in the best way possible to produce positive results in examinations. I found that in this theory I fall into the Kinaesthetic category as I enjoy having a go at new tasks to see whether I am capable and if it does not go right the first time, I have the opportunity to try again and do better in an ideal world.
[bookmark: _Toc100402338]Self-awareness methods
During this module I have been made aware of 2 self-awareness tools: 1 being Johari window (Crino & Rubenfeld, 1982) and second being SWOT analysis. The Johari window self-awareness method has allowed me to be more open in my employment with my peers in different ways. The way I would interact with colleagues was very closed off which also stopped me from opportunities to progress within the workplace as others saw me as misunderstood. I now find that it is easier for me to communicate in general with colleagues as I trust myself with being open outside of personal environments.
With the SWOT analysis self-awareness method, it has made me aware of things I can do to improve when it comes to personal and professional activities. For example, through this method I have come to recognise I sometimes struggle to meet deadlines and if I do meet deadlines, it is usually at the very last minute. To combat this, I need to utilise and improve my organisational skills so that I can visibly see when a deadline is approaching and be well prepared by using a calendar for example. On my calendar I can set reminders so that I can chip away at the task set and get it done either on time or ahead of time.
[bookmark: _Toc100402339]Conclusion
To conclude in this module, I have learnt that it is important that you are self-aware first and foremost in order to see how you can improve both professionally and in your personal life. Should you not be self-aware, the tools around will be of no use as you will not be able to analysis and set the appropriate goals for you to progress thus hindering growth. Once you are more self-aware you can create action plans and decide whether you can get to your desired job eventually or not if the latter you can amend the plan accordingly. 
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