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	proffesional summary
	
	An extensive background in office tele sales and experience in management both in the office and in retail. Self-motivated and proficient in tele-communications operative who works effectively in a dynamic environment. Dedicated to constantly improving my skills to maximize productivity and results, quickly responding to changing needs of the business. Extensive experience in telemarketing and supporting directors and managers to adapt their staff to deliver consistently through changing times.

	Skills & Abilities
	
	Excellent in communication skills and rapport building.
Experienced in negotiation, mediation and problem solving.
Computer proficiency in Word, Excel, PowerPoint, Teams, Outlook, and other Telephony Software.
Typed documents such as correspondence, drafts, memos, emails, and management reports.
Manage travel expense and reports for team members.
Organize and streamline new processes.
Read and analyze incoming reports and memos to determine importance and relay to appropriate parties.
Developing and maintain strong relationships with management and advise on possible implications of strategic decisions.
Capable of carrying out tasks such as creating professional documents and internal communications.


	Experience
	
	british gas trading
April 2003 - Present
Key Responsibilities
Tele Sales Agent selling company products to customers
Business to Domestic process supervisor. Ensuring a dedicated team has the correct tools and processes to transition customers efficiently.
Union Rep. Providing support to the business and staff. Liaising between and resolving conflicts to maintain a good working environment. Attending hearings on behalf of members
Proactive email management ensuring prompt response to priority messages.
Creating internal email communications and arranging internal meetings.

Sports soccer
Dec 1997 – April 2003
Key Responsibilities
Floor Supervisor for a sports retail store. Managing staff to provide service to customers.
Opening and closing the site.
Providing support for staff with queries and complaints.
Managing and reconciling the till and takings. Securing and banking cash deposits.
Store merchandising to maximize sales. 

	Education
	
	St Georges comprehensive
GCSEs in English (B), English Literature (B), Math’s, (C) Biology (C), Geography (C), Computer Science (D) and Art (B).

	further education
	
	UNIVERSITY OF WALES Trinity Saint David
BA in Skills for the Workplace.

	Leadership
	
	I have held a supervisory role in retail and managed a bespoke tele-sales team. I also attend management meetings to chart business progression.

	References
	
	Natalie bailey
Legal and General Manager
07919 203234
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I am now an advisor to my company for employer employee relations. I obtained this position by exploiting my strengths and developing them through study.

I realised a few years ago that I was very observant of the effect that company policies had on processes and noticed the negative impact it was having on employees and the detriment that this caused. This was one of my strengths.

As a child I always used to deconstruct my toys as I was fascinated by how they worked. I would pull apart a wind-up car to see what made it tick.

This inquisition has never left me, and I find as an adult I always asked why something is set up the way it is, I always looked beneath the surface.
This strength was seen as a weakness by some managers I had as they thought I was a troublemaker when I questioned processes but it didnt change me.

When I became a union rep, I recognised that this was a strength not a flaw as members came to me with problems and I used this skill to identify what was really going on. Sometimes it would be the members own bias that got them into trouble but often the process that governed them was either being badly administrated or was counterproductive to what it was set out to do.

Having approached the company on several occasions to resolve issues and point out the flaws in the process that made agents rebel rather than thrive, the company recognised that they needed someone to monitor new processes to ensure that they were obtaining the desired effect they were created to.
By studying and obtaining the skills for the workplace qualification and having a lot of experience in both working and supporting workers, I was in a good position to fill a role that had previously not been identified as necessary.

The main reason for this position being created was due to me raising multiple issues with the way the sales department was run and in particular the commission scheme.

By identifying that agent were not being utilised properly I was able to find the root cause of a very low morale and poor performance in sales.

The sales team had been compromised by being required to help customer service overflow calls. This was not only burdensome as they were not adequately equipped or mentally attuned to these types of calls, but their commission scheme could not fairly compensate them for both sales and customer service calls.

This led to poor performances and high sickness and as I had predicted this when the new way of working was being implemented managers requested my view on how to resolve the situation.

Having successfully solved this situation through my recommendations the managers then discussed a new role for me that entailed me participating in planning changes in the future. By helping to identify weaknesses in planned changes I was able to provide new support to the management in an advisory capacity.

My skills I learnt through my studies help me to identify trends that can be harmful or detrimental to performance. The study of workplace culture and how relationships impact achievements have helped me develop my natural inquisitive strengths meaning that I am able to predict outcomes of new process implementation.
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Introduction

This report is a reflection on the zander letter and the online module which discussed the topics of Brand You, It’s a Small World, Opportunity Knocks, and the Pursuit of Happiness.

This analysis will look at what was right and wrong with those area’s and explore what can be learned from their completion.

In this report the Gibbs reflection model will be used as it allows the author to consider their thoughts and feelings when reviewing the literature and also provides a good basis for improvement.

Zander Letter

Completing the Zander letter was a strange experience. Not having come across this type of writing before there was little in the way of information on what this letter should contain. It was therefore quite difficult to construct and basically just ended up as a future note to the current self.

Only by watching a video of Benjamin Zander explaining the letter did I really grasp what the Zander letter was all about. He described a violinist who was having self-doubts with the “voice in his head” telling him he was going to mess up. Zander explained that you could harness that voice and use it for you rather than against you.

Zander explained that he advises his students at the beginning of the year that they have an A grade but only if they right him a letter dated in a years’ time thanking him for the grade and explaining to him how they got it. He then proceeds to explain that they need to become that person who has written the letter and by doing so they will accomplish a self-fulfilling prophecy of obtaining the grade by performing how the letter said they would.

This on reflection is a clever way of reaching a potential goal by claiming that you already have it and working your way back from there. I reflected on this concept a lot as it reminded me of the Christian faith that says we inherited the righteousness of Christ first before living righteously. It’s a method of believing you are something in order to walk out becoming that that thing.

The negative voice also was represented in my zander letter but not a voice from within but voices around me making me doubt my ability that I was born with which is essentially reverse engineering.

The voices advised that my deconstruction of processes was a hindrance to performance rather than some help. Now if you moan about a process with no apatite or plan to improve it than I can agree with this criticism, but this is not what I was doing. I was seeing people suffer under an unfair process that hindered their performance and income and made them mentally unwell to the point of high sickness levels on the department.

I didn’t subscribe to the notion that I was making things worse as things were already bad and the need for something to change was abundantly obvious.

My thoughts on this exercise on reflection was that it was slightly fanciful in the sense that the company would admit that their process was at fault for the poor performance and mode within sales. Historically they have emphasised employee behaviour as the cause of bad morale and poor performance rather than looking at the process itself. However, having previously highlighted flaws in processes and had those processes altered it is probably not as farfetched as I initially thought.

Also, I have been brought into new process planning on occasions before to try and help guide the process to serve both employer and employee as I have a unique perspective as a union rep who sits between both camps in negotiations on a regular basis.

I also attend high level meetings with senior management to represent the employee interest when issues are being discussed therefore, to expect a role doing this on a permanent basis is fairly plausible as it already exists in some capacity.

Having said that I feel that my zander could have been more specific though and have a goal that is more tangible than a role that the company does not currently recognise as needed. This I would say is the main fault in my zander letter and whilst this is a serious flaw the exercise is worthwhile and good way of setting oneself up for success.

Zander Letter Conclusion

My zander letter was difficult to construct as there is no clear pathway to what I want to achieve and no current role available to what I aspire to be. It is a worthwhile exercise though if there is a clear objective and I can see how it would be beneficial in that scenario.

The process would need to be clearer, and the steps then could be better thought out if I was do this again in the future. The goals would need to be more attainable and tangible. It’s one thing writing a zander letter about how you obtained an A grade on a course but writing a zander latter about where you want to be vocationally required a lot more thought as you have to create an obtainable goal first.

PDP Reflection

As part of this assignment a PDP needed to be created to show how to develop in a chosen field in order to be successful.
The chosen field was member representation. As a union rep it is important to have good communication skills as the role requires you to communicate with both employees and employers to find middle ground in disputes and provide solutions that both parties can benefit from.

My written skills are competent enough to do this role effectively but when communicating in front of larger number of people I often find it difficult to transfer the knowledge I have convincingly or fluently which can be damaging to the point I am trying to make.

My idea was to create a PDP that would help me hone my communication skills especially in front of audiences above people. I regularly speak with small numbers as I attend a lot of hearings and 121’s as part of my role.

However, part of my role also includes speaking at high level meetings in front of a lot of high-level staff so my PDP would target this weakness and provide action area’s that would improve me in this area once implemented.

My first thoughts were to research speaking in public and to organise some ideas of how these could be implemented into what I was trying to achieve.

There was a lot of information on this subject as you can imagine and the difficulty was filtering it to find what I needed specifically. I found this process quite difficult as there was so much information and ideas to choose from. It was a totally different problem to my zander research which I had to resort to a YouTube video as the best source of information.

What became apparent pretty quickly was the idea of setting out a specific goal so I could choose steps that would lead to this goal being achieved. Once I had verbalised my goal as becoming better at presenting and representing members in front of large groups, the tools I needed were much easier to decipher.

The specific action steps were cherry picked from multiple sources and was done so to fit a plan I felt I could follow. I found most plans I looked at had elements that I felt would help me but also elements I felt would not help me or contained things I felt I could not follow.

This led me to a point where I felt I had to be realistic about what I was willing to pursue as I didn’t want actions that I knew I wouldn’t follow, Things like conquering fear by open air speaking to strangers for example is something I knew I would not do and therefore would not help me develop.

This leads on to figuring out obstacles to my progress because not following the plan is not the only hindrance to consider. Being honest is really important when figuring out what obstacles you will have because obstacles can be different for everyone based on their individual strengths and weaknesses.

One of my main obstacles living in a large busy household is having time to practice and research on reflection this may not be a problem for a lot of other people if they don’t have a large family. In the same way the inner thoughts of thinking I am not good enough may not be an issue for a lot of people who have more self-confidence.

The timescales are also realistic based on a busy lifestyle. They are spread over a year with quarterly increments that assume progression. The quarters build on each other by building on the skills acquired in the previous quarters and ramp up so the desired goal is accomplished by quarter four.

PDP Conclusion

The PDP had a lot of research material making it important to filter the information to what would help me directly. The PDP is honest and realistic and tailored to my personal needs and abilities. For these reasons I feel the PDP is well constructed and will be successful.

Module Reflection

The first module “Brand You” focused on self-determination, and this is one of my weaknesses. I seldom reflect on where I am going and where I want to be which I feel was reflected in my zander letter as I felt it difficult to pinpoint what I wanted to achieve. This module made me think more about where I am going and what I want out of life vocationally.
It made me realise that I need you be more purposed in my career and not just “do my job” each day. To improve you need to have aspirations that go beyond your current role.

The second module focused on networking and the importance of relationships. The people you hang around with can really affect your progress and I have personally found this to be true. My perceived lack of ambition can be partly attributed to being around people who just work for a wage and generally have no career aspirations.

I must learn to not adopt these mindsets and more importantly must take more responsibility for my own career instead of looking at what others are doing or not doing around me.

Similarly in module three I found that I did not identify career opportunities. This was also thought provoking for me as it is something I don’t consider very often. Thinking about “what my dream job is” was almost alien to me. I think of it usually of what other people do chasing their dream job. I always look at myself as someone who provides for my family, so this module re-ignited thoughts I had when I was younger before the family responsibilities set in.

Overall, the modules helped me re-evaluate my ambition, focus, determination, and direction of my career. It is an ongoing process that I need to keep progressing and not just be satisfied from earning a wage.

The overriding feeling, I have learned from these modules is that there is more to work than earning a living and you can better yourself and gain more meaning in your life through your work. It has helped me looked at working as a tool to better myself rather than a means to a financial end.




