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Executive Summary

The purpose of this report is to analyse the skills needed to be a in Customer Service Manager, in a Retail organisation.  The researcher will identify the duties and what are their responsibilities.  It will also give the opportunity to research Employability skills to both Employers and Employees.   

The most important skills Managers expect from employees, that every employee needs Attentiveness, is important to take notice to individual customer interaction, but it’s also important to be alert and aware to the feedback that is receive. Communication skills, when it comes to important points that you need pass information clearly to customers, keep it simple and leave nothing to hesitate. Also, being Patience, no matter how difficult the circumstance is, being patience will help to calm things under pressure. 

Managers and Employees both must work on same direction to achieve targets for business needs. For instances towards Plan and set goals, Prioritize, Organize, Streamline, Delegate, dedicate time for less pleasant work, manage communication, avoid interruptions, Schedule tasks for peak performance and ensure Proper balance between the Manager and Employee. Effective time management is crucial for any organisation and to provide employees with the training and tools they need to make the best performance.   
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Terms of Reference

On the 30th January 2018, Lecture Marie Pitson, requested a report to be submitted on 2nd March 2018. The report covers the employability skills of the researcher and discuss the needs of employers. It has been produced by Sultana Islam. Problems came across during completing the report are, some technical faults while trying to save the work, on PC. Also, getting access to University Library.

  




















Procedure

The researcher used number of different sources including books, journals, website, and reading articles. Also, attending lecture at the University Wales Trinity Saint David, gave numerous ideas to prepare the report.
 
























Introduction

For many people, a career for life is no longer a problem. Most people will hold jobs, through their working life with different employers. If there are better opportunities elsewhere, we just need to be capable in our working methods and be considered to change jobs. To be capable, we need to have a set of skills that are not related to one job but are similar across all employment sector.
Customer Service Managers are regularly looking for skills in an Employee, that go further above qualifications and experience. While education and experience may make you suitable to apply for a job, but to be successful in that position, mix of employability skills will be needed. They are skills essential for getting, keeping and being achievable in a job. Also, they are the skills and behaviour that enable employees to get along with their staff, to make critical decisions, solve problems, develop esteem and eventually become strong applicant for the organisation. For the success of an organisation, managers spend a lot of time and money training staffs, (Outram, 2013).
Employees roles require different skill set and abilities. They could be from a previous job, all of them will lead to skills and qualities that will be transferable to future position, considering things like leadership, management, monitoring, problem solving, good judgement and good decision-making, computers, mathematics and sales & marketing. Communication skills, Critical thinking skills, to be capable to solve problems and make decision can be a huge benefit to managers. Leadership skills, is the capability to influence others towards the success of a goal. Numeracy skills, understanding of numerical concepts, statistics and graphs. Finally, Presentation skills, is a key skill in the work place, giving information clearly and effectively, (Harvey, 2014).  


.   








Findings

Customer Service is not just a job, it supports everything needs to be done in the work role. If involved in providing products or service to others, whether they are internal or external, it is essential that both managers and employee can:
Recognise typical customers
Identifying customers expectation
Following the organisations rule and procedures
Communicating with customers using the most appropriate methods
Explain the products and service that can be offered to customers
Know what to do when problems arise
(Pilbeam, 2012).  
A Customer Service Manager, will be expected to know what are provided to customers, the features and benefits of the products and services, and the way it is delivered. Managers needs to be aware of the procedures, rules, regulations that impact on that matter. It is essential to reflect both as an individual, when customers not meeting their expectations, this is the stage that will make a difference between managers and the competitors. Employees and managers need to build on strengths and improve where things have gone well and where there have been problems. By improving customer experience is a good practice in a long run of an organisation, (Pilbeam, 2012).                                                                                  Possible responsibility includes:
Assist to build customer relations
Recruiting staff and judge quality
Organizing staff meetings
Training and progress
Dealing complaints and queries (from customers and staff)
Arranging security issues
Financial duties
Planning promotional events
(https://www.totaljobs.com)
Communication Skills:
Customer Service Managers communication skills contain the ability to affect, motivate and convince people, negotiate with others and receive current information and ideas clearly and correctly. Immediate thinking is key distinction that customer service managers need to have. Other effective skills include, focused and enjoyment in working with employee. Polite and appropriate personality, Capability to plan, being tolerant, able to work calmly and without complaint. 
Employees being good listener is one of the best ways to be a good communicator. Managers expect to see these quality in an employee, who has excellent presentation and negotiation skills. Other skills required when managers hire employees are Confidence, Friendliness, Empathy, Open – mindedness, respect and Nonverbal Communication, (Williams, 2012).

Team Working:
(Muchinsky, 2003), suggests that a team consist of individuals working together to achieve or complete tasks successfully. Teamwork is necessary to the success of any organisation, even smaller organisation with less employees. Teamwork allows organisation to combine the strengths and impression of all their employees, so that they can reach organisational goal.  Working as a team helps to enable productivity and deliver excellent customer service. If an employee is out of workplace due to sickness or vocations, other attender of the team must work together to make sure the work still gets done accurately and on time. This can develop positive attitude and strong relationship between manager and employee. Teamwork is all about being able to control without difficulty within a group in any organisation. Managers look out for these skills in employees such as Communication, the ability to follow instructions, cooperate with others, negotiate conditions, give feedback and report results, (Williams, 2012).
Problem Solving and Decision – Making:
Researcher has researched Solving Problems and Decision Making are important skills for both Customer Service Manager and Employees, which will arise daily in any organisation.  This require outstanding attention and potential to remain calm under pressure. To ensure that your team is effective, and that workflow runs steadily, also creative thinking will help to come up with alteration solutions that reduce the impact on your team and the organisation. Managers will be keen to look for these skills in employee, as participating employees in the decision–making process it authorize them to cooperate to the success of an organisation. If a mistake has been made, demanding answer to the problem may not be the best one, the reasons for it should be examine, make sure that it does not happen again. Keeping it simple, thinking carefully not only about how a thing is to be done, but also about action on the people worried, and the extent to which they will cooperate. The expand in responsibility increase employee skill sets, preparing them for extra responsibility in the future, (Armstrong, 2014).
In 1950s, two British individuals, Charles Kepner and Ben Tregoe, identified a decision – making process which became a well-established framework for people solving (Kepner and Tregoe, 2003), the K-T process, which are Define the problem, Describe the problem, establish possible causes and Verify the true cause.
Motivation, Emotions and Behaviour:
Customer Service Manager controls the key environmental factors necessary to motivate employees. Manager’s commitment to motivating employees through are entrusted with moral values, mission, vision and communication is the Principle that brilliant managers bring to the workplace. Strategic most important point that the manager controls, is the connection with   each employee. The talent to motivate employee is develop work environment and organisational social behaviour, that employee satisfaction must exist before employee engagement is possible, (Pilbeam, 2012).
Employee motivation, emotions appearance an individual’s trust about the value of a job, an organisation, or a team. Emotions also influence behaviour at work. Research shows that individuals within own inner circle are better able to recognize and understand emotions (Elfenbein & Ambady, 2002). Studies have found that confidence feelings, resulting from work experience may motivate to do something that hadn’t been planned to do before.
Researchers Weiss and Cropanzano (1996) studied the shape of six major kinds of emotions in the workplace: love, joy, surprise, anger, fear, and sadness, (Weiss & Cropanzano, 1996). Their theory argues that certain events on the job cause different kinds of people to feel different emotions. These emotions, in turn, encourage action that can interest or prevent others at work (Fisher, 2002).
Internet giant Google Inc. went on operation to find the answers, that what are the behaviours of a manager. Based on some considerable research
h, that involved interviews with managers, surveys of employees, and statistical processes of things, such as job performance and employee’s satisfaction, Google was able to identify these eight behaviour that make a great manager in Google:
Is a good instructor
Authorize the team and does not micromanage
Convey interest / worries for team member’s and personal wellbeing
Is effective and results – interested
Is focused – listens and share information
Helps with progress development
Has a clear awareness/ plan for the team?
Has necessary technical skills that help him / her advice team
(Google – Survey/Questioners).
Employees behaviour skills need to identify skills that enable them to face the command of present working life. Customer service managers experts has claimed, to create a happy and successful firm, employers need to be courteous in order:
Be cooperative, respectful, friendly and positive with customers.
When with customers, smile, make eye contact and look and sound energetic.
Clear conversation.
Show personnel involvement.
Show empathy when customers making complaints – listen to customer, establish the facts, allow what needs to be done, keep the customer notified.
Supply information immediately or let customer know when they can expect it.
Keep commitment.
Answer telephones without delay.
Focus on the needs of customers, not on what is uncomplicated to sell (Armstrong, 2014).

Time management:
Time management is one of the hardest parts of a Customer service managers job. It requires planning and preparation for every eventuality. Managers without Time management skills, will not be able to effectively increase the effectiveness of the company, nor will the company be viewed as one who is trustworthy, reliable, or based upon prioritization and sufficient planning. To conduct a successful business, it requires some of the key factors such as decision-making skills, critical thinking skills, organization, prioritization, implementation, action plans, and delegation. Managers can be pulled in many directions it is important to think at the time what is most essential, setting up a chart symbolizing business appointments, meetings, presentation and other compulsory things needed to keep the action of the company going in a positive direction. (The journal & resource for Customer Service Managers & Professional’s –Library Resources Online).  
Employees Time Management Skills involves: 
Plan and goals, managers should work with their employees to meet deadlines. For each goal’s setting timeline, breaking into small assignments, considering providing employees with online calendars, simple to-do list or maybe a record book. 
Prioritize, this process requires effective communication between employees and managers, to ensure that most important consideration arrange with company tasks. To do this, managers must encourage employees to complete the important and urgency tasks with the highest priority first. 
Organize, workspace to help maximize efficiency, making sure not to mislead or misplace file, documents, tools which could waste the precious time spent on completing these tasks. 
Streamline, managers and employees should have regular meetings to get capacity on more productivity methods for completing their tasks. 
Delegate, managers working with employees to establish a plan for completing the tasks, regular check, and give all the required materials and support to reach assigned goals. 
Dedicate time for less satisfying work, if employees been given difficult and complicated tasks, than its managers responsibility to keep employees stay focused, breaking down tasks in small parts giving them schedule specific time to complete. 
Manage communications, can be very distracting, when answering phone calls, and emails, if employees set on tight deadlines, its managers responsibility to make sure employees only responds to urgent communications first. Rest can be dealt later after tasks been completed. 
Ensure proper balance, its managers responsibility to support employees, no matter how well they manage their time at work, to make regular breaks throughout the day, they are not likely to perform at their best if they return to work each day tensed and lack of energy, (Morgan, 2017).     

Leadership:
Leadership means supporting team members when they need it most, in this way gaining loyalty. Good leadership starts with making sure that everyone knows what’s expected. It involves communicating up and down, giving recognition where recognition is due. Handling difficulties skilfully on the spot. Also, to discover how they can best use skills and talents, to involve employees engaging and giving the right level of challenge. (Harvey, 2014).
Prioritize tasks, concentrating on the most important things first. If not urgent, answer phone calls and e-mails, at a certain time of the day. 
Delegating routine tasks, not to delay unpleasant work, its needs to be done at some point, and remove unnecessary paperwork (Davis, et. al., 1992). 
Different skills vary from job to job, but to some extent, managers look forward to share ideas clearly, least waste of time, and reach conclusion. 
Technical skills, appear through work experience and job training. 
Interpersonal skills, the ability to interact with others properly, and motivate 
people, most other managers, they must use “people skills” to foster teamwork, build confidence, manage effectiveness, and encourage development,   
(Perkins, 2000). 
Conceptual skills, need both powerful accurate abilities and strong creative technique. Communication skills, Time management skills, and Decision-Making skills every manager expect.
Employees Leadership skills, managers aim to repeatedly train employees for future leadership roles. Doing so not only encourage employee involvement and productivity but making employee process into leadership roles as smoothly as possible. Leadership is showing the way and helping others to follow it. This involve visualizing a desirable future, recommend a clear purpose or task, understanding principles and intelligent planning, delegating and engaging all those distressed. Five strategies managers expect from employee leadership skills:
Networking is not only for enjoyment, but essential to individual process and business growth. 
Acting as a mentor, try accomplishing a mentorship or job shadow scheme between group members or departments. This leadership tool can help both organizational success and team performance make better employees. 
Providing opportunities for development, to ensure employees aren’t leaving those place, providing them possibility to grow so that they can one day follow leadership roles within the organisation. 
Maintaining Feedback, a successful feedback, reviews employee performance to improve future productivity. 
Finally lead by example, Model and leadership skills employees need to follow to become appreciable leaders: professionalism, transparency, confidence, commitment and respect, (Pilbeam, 2012).
  






Conclusion (average of 10% of word count)

In conclusion there are a few essential Employability Skills:
First Communication skills, is very important in a Customer Service organisation at all levels. Good communication is an essential tool in achieving productivity and maintaining strong working relationships. Effective communication can help to encourage a better working relationship between manager and staff, which can in turn develop confidence and efficiency. Managers should able to clearly explain the service or products that the organisation offers and how it delivers to customers, and answer questions about the products or services. It is important to communicate to ensure managers achieve their targets. Managers who contribute time and ability into delivering clear lines of communication will quickly build trust between employees, (Pilbeam, 2012).
Secondly Time management, managers lets employees take advantages of learning opportunities, lowers managers and employees stress, and helps employees focus, which leads to more career success. Time management benefits managers and employees in all areas of their life. Being productive is one of the main goals of time management, if manager are aware what tasks needs to be done by employees, then they will able to get more done in less time. Being organized results in less rework and mistakes, both for managers and employees. Also, the time management reputation for both managers and employees will proceed them, at work and in life they will be known as reliable, (The journals & Resources from Library).
Thirdly Leadership skills, developing effective customer service leadership, because organization take on the personality of their leaders. Leadership training and development can maximize productivity, shape a positive culture and promote harmony. Leadership that coaxes great behaviours and performance from customer facing employees, is a key to creating a successful customer experience. Giving employees the tools to provide the highest quality services possible is the goal of any customer service manager. Starting to recruit to providing feedback, managers can improve on customer service leadership qualities,            (Gill, 2011). 
 









Recommendations

To apply for a position in a Customer Service Organisation, these are the few recommendations to be looked at. 
Well educated to match the position applied for, which can be done thru Online course – LinkedIn Learning.
To Communicate well enough to handle with complaints, which can result not only in retaining them for long run, but also in getting quality referrals to the business – Reading book on Management Recommendations for Improving Client Satisfaction by Holly Chessman.
Blogging about the business can keep clients glued to the products or service, as well as an avenue for them to let them know immediately if something is going well or badly – Getting Connect with Social Media.
I.T skills, if you don’t have enough knowledge on computer – Study with The OpenLearn University for Free courses. 
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