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Task 1 

Different skills are needed for a Customer Service Advisor position. In a company called Solihull Metropolitan Borough Council they are variety of skills for this position (hays.co.uk,2026). The Customer Service Advisor in this company aimed at processing customer enquiries, offering customer service and ensuring good rapport with customers. Management of customer interactions, with good communication skills and problem-solving skills are the main skills. The position is also demanding employees to be responsive to the needs of customers and ensure a high level of service delivered. 
In addition, a similar Customer Service Advisor position in L&Q company advertised at Totaljobs also requires a set of skills (totaljobs.com,2026) aimed at helping customers and working out their problems. Some of the main skill that have been brought out in the advert include the ability to work under pressure, communication and teamwork. It also lays stress on the need to provide high-quality customer service and customer satisfaction achieved by means of professional communication.
Therefore, as can be seen above, both positions involve good communication skills, since the workers have to deal with customers directly and learn their needs. In customer service jobs, communication is crucial since the employees should have a clear understanding of the customers issues and be able to give them the right answers. Communication is effective and aids in crating trust, minimising misunderstanding, and enhancing customer satisfaction. In the two job adverts, communication is a key point in providing quality service.
Communication is an essential skill for my future career as a customer service advisor, I will be able to communicate with customers address their needs and questions, and address workplace problems because effective communication assists in fostering a good working environment. Studies indicate that one of the main employability skills that facilitates career development and success at work is communication (Nghia A,2020).







Task 2 
A SWOT analysis refers to a strategic method of analysing the strengths of an individual, their weaknesses, opportunities and threats. It is used in personal and professional growth to assess the existing skills and external factors that can help to determine future success. The significance of SWOT analysis is that it fosters self-awareness, and it also makes people realise where they are in regard to their career requirements. It enables people to know which areas they excel in and which areas need improvement. The process facilitates career planning since it allows individuals to set achievable goals and devise plans for realising these goals (CIPD, 2026). 
	               Strengths  
· I am a talkative and well-sensitised person with good communication skills that enable me to express my thoughts and communicate with others. This is especially vital in the business and customer service advisor position, where communication is important in group work and problem-solving.
· I am a well organised person who can cope with my studies. I manage duties in an organised manner, meet deadlines and prioritise tasks
· I am motivated to learn and develop new skills. It a good attitude towards personal and professional development.


 


 
 
 
 
 
 
 
 
 
 
	Weaknesses 

· My work experience in the field of professional activities is limited, and it can have a negative impact on my confidence in seeking employment or internship opportunities.
· I need to work on my time management, particularly in handling many tasks at a time. I sometimes find it hard to manage time well, which can affect productivity.
· I require acquiring more technical skills, especially in the Microsoft and Excel. Those skills are necessary in contemporary workplaces and much treasured by employers.

	Opportunities 
· A certificate in business will offer me an excellent background in acquiring crucial concepts in business, such as marketing and human resource management. This educational experience is beneficial to my career growth.
· There are available online programs and training websites, which will assist me in advancing my technical and professional skills. These opportunities enable me to learn other things besides in the classroom.
· I plan to seek internships or part-time employment to gain experience. These chances will assist me in becoming more confident and having practical skills, thus increasing my employability (Omar,2023)
 
 
 
 
 
 
 
 
 
	Threats 
· Employment has been very competitive, with numerous applicants seeking similar employment. This makes it harder to get jobs, particularly among people who cannot get such jobs due to lack of experience
· There might be other applicants who are more experienced or skilled, and I might find it difficult to shine during recruitment.
· Technological changes at high rates necessitate constant education. Without continuing to update my skills, I can end up lagging behind in skill development and become less competitive in the labour market. 




Evidence of Readiness 

I am presently enrolled in a Certificate in Business course to showcase my aspiration to acquire the knowledge and skills applicable to my career in Customer Services. Communication, organisation and problem-solving are some of the important employability skills that I have acquired through my studies. I have been able to work on assignments on time, and this demonstrates my time and responsibility management.
Though my professional work experience is too young, I am trying to enhance it by seeking internships and part-time jobs.
I am also undertaking online education to develop my technical proficiency, especially in fields like digital tools and business systems. This demonstrates my willingness to take initiative and continuously improve my abilities. Moreover, tutor feedback has assisted me in discovering my strengths and areas to work on. This has enabled me to reflect on my performance and take steps towards personal development. Omar and Onen (2023) argue feedback and career development support are valuable tools in the development of employability skills and confidence. Comprehensively, I am acquiring the required skills needed to work, and I am also making proactive efforts to eliminate my weaknesses and get ready to utilise the career opportunities presented in the customer services.










Task 3 
Employability Goals 
Employment goals are well defined and well-planned goals that individuals establish to steer their career growth and enhance their employability. These objectives assist people to concentrate on what they desire to accomplish in their career and the course of actions to reach these results.
It is also essential to set employment objectives due to the sense of direction, motivation, and a clear skill development plan. It also assists the person to match his or her talents with the demands in the job market and to enhance his or her probability of getting a job. It has been found that career planning and goal setting can be instrumental in boosting long-term career achievements and employability (Nghia et al., 2020). Besides, clarity of goals also helps in confidence and decision-making in career progression (Healy, 2023)
In the future I have a range of goals I would like to achieve: 

Goal 1
· My first goal is to gain work experience in Customer Service roles.
Goal 2
· Another role of to Improve technical skills in Excel.
Goal 3
· My third goal is to improve my time management and organisation skills.

Goal 4
· My fourth goal is to graduate with a BA degree in Business. 

SMART goals table

	Goal
	Specific
	Measurable
	Achievable
	Relevant
	Time-Bound

	Gain work experience in customer service
	I aim to gain practical experience through internships or part-time jobs
	I will apply to at least five job or internship opportunities each month
	This is achievable because there are entry-level opportunities available and I can apply through job websites
	This goal is relevant to my career aim of becoming a customer service advisor, as practical experience improves employability
	I aim to achieve this within the next six months

	Improve technical skills in Excel
	I want to improve my ability to use Excel effectively
	I will complete at least two online course and gain certificates
	This is achievable through online platforms such as LinkedIn learning
	This is relevant because technical skills are required in most customer service role
	I will complete this within three to six months

	Improve time management and organisation skills
	I aim to manage my time effectively and complete tasks on schedule
	I will track assignment completion and follow a weekly study schedule
	This is achievable by using planners and digital tools
	This is relevant because time management is important in both academic and professional settings.
	I will monitor and improve this over the next three months.

	To graduate with a degree in business
	I want to have a professional accreditation in the business industry
	I will complete and pass all my assessment
	It is achievable by attending classes, passing assessment
	It is relevant because it will help me improve my career prospects and facilitate job market access.
	I will graduate within the next two years.




Personal Development Plan 
Personal Development Plan (PDP) is a formal process that enables individuals to determine objectives, evaluate capabilities and roadmap improvements. It is significant as it promotes lifelong learning and career advancement (Healy,2023).

	 
	Short-Term Time Frame  
 
What do I want to  
accomplish in the next  
three to six months? 
 
	Mid-Term Time Frame  
 
What do I want to  
accomplish in the next  
six months to two years?  
	Long-Term Time Frame  
 
What do I want to  
accomplish in the next  
two to three years?  

	Section 1 - My Goals   
  
What are my overall goals that I want to accomplish in this time period?  
 
  
 
Example: become a Student Affairs Officer; learn computer graphics  
 
 
 
	 
·  Goal 1: My first goal is to gain work experience in Customer Service roles.
· Goal 2: My second goal is to improve my communication skills
· Goal 3: My third goal is to pass my driving licence

	 
·  Goal 1:
My first goal is to buy a car
· Goal 2:
My second goal is to graduate with a business degree in my current study
· Goal 3:
My third goal is to have a private pension saving
	
· Goal1: My first goal is to set up my business
· Goal2: My second goal is to buy a flat 
· Goal 3: My third goal is to get married to my partner

	Section 2 - Skills and Knowledge to be  
Learned  
 
What specifically do I need to learn? What project do I need to work on?  
  
  
 
Example: Student advising;  
Banner; Dreamweaver; develop a procedures manual  
 
 
 
	·  Goal 1: 
· Learn how to write good CVSs and cover letters. 
· Improve your interview techniques 
· Improve your knowledge in customer service. 
· Goal 2:
      -     Learn new vocabulary            words
· Ask lecturer for feedback on my communication skill after presentations
     -    I will participate in class activities
·    Goal3: 
         -     I will learn key driving skills 
·  I will study the highway code
· I will practise driving with approved driving instructor


	·  Goal 1: 
- Learn how to drive and pass the driving test
- save money
·  Goal 2: 
· Pass the certificate in business
· Improve my knowledge of all the business skills
· Goal 3:
· Learn how to use the pension retirement calculator
· Set a target
· Compare the private pension company on the pot interest

	 

	Section 3 - Next Steps 
  
How am I going to acquire the skills and knowledge? How am I going to do this project?  
  
  
 
Example: take Dreamweaver class; do an  
informational interview; set up a  
 

	· Goal 1: 
· Write a CV and Cover 
· Look for customer service positions 
· Apply for 4 customer service position.  
· Goal 2:
· I will read more books or articles and learn five words to enhance my vocabulary
     -I will practise speech many time before my presentation
· Goal 3:

· I will apply for a provisional licence
· I will book and pass a theory test
· I will take twenty lessons with instructor to learn required skills and gain experience
· I will book and pass the practical test

	·  Goal 1:
· Visit car manufacture
· Apply for car finance with 5 different brokers
· Goal 2: 
· Attend teaching and do all my assessment
· Goal 3:
· Register with different private saving company
· Increase the payment of your monthly private saving by two


	 



















References:
CIPD (2026) SWOT analysis. Available at: https://www.cipd.org/uk/knowledge/factsheets/swot-analysis-factsheet/ (Accessed on: 23rd of April 2026). 
Hays (2026) Customer Service Advisor. Available at: https://www.hays.co.uk (Accessed on 23rd of April 2026).
Healy, M (2023). Careers and employability learning pedagogical principles for higher education. Studies in higher education, 48(8), pp1303-1314
Nghia, T. L. H., Singh, J. K. N., Pham, T., and Medica, K. (2020). Employability, Employability capital, and career development: A literature review. Developing and utilising Employability capitals, 41-65
Omar, A. and Onen, D. (2023) Models for Assessing Higher Education Quality: The Most Suitable for Developing Countries - A Literature Review. East African journal of Education of studies, 6 (3), pp. 536 – 552.

Totaljobs (2026) Customer Service Advisor. Available at: https://www.totaljobs.com (Accessed 23rd of April 2026).

image1.jpeg
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David




