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Executive Summary

The purpose of this report is to discuss, analyse and evaluate of academic and employability skills.  The report highlights different essential and useful skills for employment regardless of any kinds of industries or job roles. The report found that there are benefit for the readers and student about skills includes different strategies, reflective and positive approach, deeper understanding, transferable skills and support lifelong learning.

This report also explains a wide range of employability skills equally important both for employers and employees. Different skills such as interpersonal skills, communication skills, time management, decision making and leadership, team work, problem solving are required by employers’ to achieve organisational goal and enable employees’ to compete in the global job market in the month and years to come.
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Terms of Reference

Under the Certificate of Higher Education Skills for the Workplace program I was asked by my lecturer and tutor Mrs. Marie Pitson to provide the Management Report of Academic and Employability skills on 30th January, 2018. 
The submission date of this management report is 2nd of March, 2018 by the support of my tutor.















Procedure

Secondary Research methods have been used to complete this management report. During the research the information has been taken from published books, class lectures, web pages and different journals and Moodle resources provided by the lecturer.  















Introduction

Academic and employability skills are very important for all industries, both for employers and employees. Employers looking to recruit talented people, whereas the employee looking for a good, secure and sustainable employment opportunity.  Employability define as a person capable enough to get and keep satisfactory work. 
It has been observed by Knight and Yorke (2018) cited by Kent University (2018) that “A set of achievement, understanding and personal attributes that make individuals more likely to gain employment and to be successful in their chosen occupations”. 
 Employability is not only gaining a graduate job, it is about the capability to function fruitfully in a role and be able to move between employments. It is an ongoing developmental process that benefits from active reflection. [The University of Edinburgh. (2018)].
Maund, et al (2017) describe how both hard and soft skills are essential. Hard skills are the methodical expertise and knowledge required for a job whereas soft skills also known as people skills are interpersonal qualities and attributes that one retains. Business professional consider soft skills a very significant attribute in job applicants. Employers want employees to have strong soft and hard skills.  Business executives recognise the ten (10) soft skills as observed the most vital for employment and they are responsibilities, integrity, courtesy, communication, flexibility social skills, positive attitude, professionalism, teamwork and strong work ethic. 
The researcher discusses some common but vastly essential skills in this management report and bond these skills for his dream job as “Customer Service Manager.” To become customer service manager, at first he needs to carry out training and gain some experience in a role such as customer service assistant. Then he make progress to advanced levels, such as supervisor or team leader or various levels of management and then the responsibilities are likely to increase as to gain more experience and qualifications. (Prospects.ac.uk, 2018)



Findings:

The present job market is very competitive. It required both academic and employability skills. For employees point of view we all looking for safe, secure- flexible working patterns but if better and suitable opportunity arrives we prepare to change the job. On the other hand, right and talented people is searched by employers to fulfil the role and contribute to the organisational success. In order to get and keep and being successful at work employability- skills are essential. Skills can be gained, exercised and became knowledgeable from academic skills and may implement those skills and experience at workplace to secure and sustainable position. (Anon, 2018)
Employers seek both hard and soft types of skills. Hard skills include the expertise necessary to become successful at job can be gained by formal education from educational institutions, online course, certificate programme as well as job training (Doyle, 2017). Hard Skills is specific knowledge and abilities can be learned, defined evaluated and measured such as different measureable skills, typing, computer programming, web design, finance, accounting, writing, mathematics, legal and other. Hard skills can usually be imparted in a series of tangible steps. Whereas soft skills are attributes personality, emotional intelligence, mannerisms that impact interpersonal interactions such as communication, decorum and leadership. These soft skills are attributes that assist employees to get along with co-workers, develop respect, solve problems and make critical judgments and become a strong team member for the organisations. Employers looking for different essentials skills discussed below:





Time Management:
Some people seems to have enough time to do or act or to finish things they want. Some are rustle from task to task and never seem to finish in time. It is not about quantity but effective time management and good practice and then it is called time management skill. Time management skills is one of most important and very effective. It is not difficult as an idea but amazingly hard to do at work as practice. It needs little plan upfront, prioritise work and be organised. The key to good management is to understand the priorities, understanding the difference between urgent and important. It depends on work load and type and nature of task need to carry on. Urgent task needs instant attention but important task also matters could lead to severe consequences. The status for urgency and/or importance is not fixed. Regularly reviewed task set and prioritise which task is urgent and which one is important. (Skills you Need.com, 2014)
The priority matrix can be an example to organise and prioritise the task as per their appropriate categories: 

                
                           Fig: the Priority Matrix, Skills you Need.com (2014)



Further Principles of good time management is to keep the workplace tidy as it can improve self-esteem and motivation. Tidy workplace enables tasks to be completed within given deadlines so it gives more efficiency and success. For effective time management note book with time schedule such as ‘to do list’ can be maintained and routine can be followed. Stay focused, flexibility, calmness, avoid multi-tasking, appropriate view point about task to do are the effective principles of good time management. (Fardon and Petheram, 2007) 

Information Technology:

Information technology is one of the top required skill by employers’ in present world. Without this skill no one can compete in global job market. Regardless the retail shop or highest government agency even military intelligence everywhere the IT skills are equally required and popular.

Information Technology skills mean how to use computer and its hardware and software program. Depending upon the type or nature of the employment more likely software skill is wider in use than the hardware skill but having both skills have adventurous.  Good IT skills are not only beneficial tools for researching and presenting work but also reducing stress, save money and time. Essential IT skill could be good typing skills, understand and using word processing program. Good knowledge about computer and computer literacy enable develop searching skills on the internet can speed up research by months and Understanding file management and formats ensures good management and presentation skills required by any workplace in present time. (Jsmusic.org.uk, 2018)




Interpersonal skills

Interpersonal skills is one of the skills that highly essential and the employers’ are looking for these skills from employees regardless the types of work place. It is the ability to interact and communicate with individuals or group within any kind of organizational environment. Seven different skills can be the best combination to describe the interpersonal skills. 


                                           Fig: Interpersonal skills (study.com, 2018)
Verbal communication is how and what words or directions are used to interconnect with individuals or group. It is the ability to communicate through words or directions with the appropriate tone and manner. (Study.com, 2018)
Non-Verbal Communication
Non-verbal Communication is the skill to communicate to colleagues by body language facial expressions or hand or/and eye gestures. Expressions such as smile on face, direction by hand is one of the positive non-verbal communication. In order to develop a set of excellent interpersonal skills two-way communication is vital and effective. (Study.com, 2018)
Listening skills are effective and important skills for employers and employees in all workplace. Listening skills are the ability to hear attentively and responsibly with care and process information properly. 
Negotiation is one type of interpersonal skill that is significant to effective business deal and communication. Negotiation involves the talent to discuss and reach a settlement in a professional manner. (Study.com, 2018)
Problem-solving is a very important skill for professional people to have as persistent problems but have a common result within workplace. After substantial thought problem solving is the capability to find a solution. (Study.com, 2018)
Decision making: Decisions outline our future. They frequently come in a series of related decisions and inspire us to think about what will come afterward. Decision making skills involve all disciplines and are convenient to any career, vocation or job and a fundamental skill for any employee for any organisation or business even essential to any meaningful education. (Decision-making-solutions.com, 2018).  Different employers looking for various skills. Some skills are more related or essential depending on job role but decision-making skills are desirable by most organisation and for many different positions in business. Leadership, business culture, position within the company determine the process for decision making. Sometimes consensus-based approach been used other times depend on management group or even a manager to make all major decisions for the business. They have taken their decision depends on decision making process. Possible stages of decision making could be:
Outline the problems, challenges, or opportunities.
Breed an arrangement of possible responses or solutions.
Evaluate the costs and benefits.
Select solutions or response with alternatives.
Implement the correct option.
Consider the effect of the decision and adjust the course of action if needed.
Sometime decision has to be taken without managerial experience in professional setting. Collecting the appropriate data, organise and analyse with accurate interpretation can conclude a good decision making. Reviewing matters, brainstorming within group, soliciting with colleagues could be the process to make appropriate decision making for business. (Decision-making-solutions.com, 2018).  

As (Doyle 2017) discuss “the critical skill in decision-making is not learning a bunch of techniques, but in knowing how and when to apply the basic principles and in constantly revaluating and improving your methods.” 
Decision are made every day. In order to increase positive outcome to exercise decision making skills few process can be considered such as self-discipline, leadership skills, time and task management, stakeholder analysis, discovery of creative skills, alternative and up to date solutions, logical and legal techniques, assessment of risk and uncertainty, collaboration, communication negotiation  and effective group discussion. Effective judgement, presentation skills, critical thinking, problem solving, personality are closely related to decision making with significant overlap in competencies. (The Balance, 2018)

Assertiveness: 
Assertiveness is a skill closely relate to self-confidence, social and communication skills. Being assertive means competent to stand up for own or other people’s rights in a peaceful, calm and positive way. Assertive individuals also able to get their point across without upsetting others even themselves. (SkillsYouNeed, 2018)
Alternatively, assertiveness means stand up for own personal rights as well as others - expressing thoughts, beliefs and feelings and in direct, honest and appropriate ways without anxiety. Assertiveness is a skills that boast up self-confidence so that decision making and leadership skills can grow up. Being assertive, self-motivated, dedicated and have commitment and understanding of problems, listening, discussing, feedback, situations and then coming up with a fair solution and making decision is the whole idea of effective interpersonal skills that essential for employees at any workplace. (SkillsYouNeed, 2018)


Team work: 
Team work is one of the quality of skills required by employers from employee to maximise the organisation goal. Team work is the ability to work efficiently and respectfully with colleagues as well as a part of the group or team to achieve a common task or goal. Building and maintaining relationship is a key to have effective team work. 
T= Together, E= Everyone, A= Achieve, M= More; provides the clear idea and view what is team work and what can be achieve by team work. Feedback from peers or team members to perform the task, listen and share good ideas, be patient and to respect other feelings, concerns, opinions and ideas, define problems in a calm manner, arrange group discussion and overall acknowledgement and recognition of peers' creativity, contributions, skills and experience in workplace can become the ideal working environment for team work and meet the objective of the organisation. (Kent.ac.uk, 2018). 
The following chat also gives clear idea and information about team work 

              
                                                      Fig: Team work (University of Kent, 2018)





Different skills are needed for the researcher to become the successful customer care manager. He must have skills to adopt, maintain and exercise the Company Customer Service policy and procedure and professionally handle the customer matter with swift and ensure the customer satisfaction. He must be creative, able to work under pressure. (Randstad Construction, 2018)
He must also have communication skills (briefly mentioned above already) so that he can interact effectively with other professionals and customer with patience and confidence. Politeness is the one of the key to handle the difficult situation tactfully with diplomacy. He should have motivational skills and have the ability to supervise and lead team effectively. (Prospects.ac.uk, 2018)



















Conclusion 

Academic and employability skills are very much essential for the employee at any workplace. That is the skills the employer always looking for to maximise the target and meet the objectives of the organisation. In this management report a number of academic skills have been discussed that could be become transferable skills as employability skills can be implemented in the workplace effortlessly. Most important and common skills such as teamwork interpersonal skills IT and presentation skills, critical thinking, leadership are enables candidate to become a successful employee in the organisation. (Kent.ac.uk, 2018) Beside these skills, some other soft skills such as professionalism, life experience, discipline, and attitude also help researcher to become competitive and flourish in a fast-moving knowledge-based managerial role in customer service department in any organisation. Despite these skills many extracurricular schemes, training and course enable reader and researcher to become a strong, competent and ideal candidate to get and/ or keep and enjoy his dream job in today’s modern word. (Anon, 2018).













Recommendations

In order to get, endure and secure job; skills are required. Beside different necessary skills discussed at this management report different training course or program, seminars, tutorials, workshop within or outside workplace can be highly recommended. New ideas, experience can be adopted alongside exercising the current skills is also the core activities to maximise skill level to achieve organisational goal. Reviewing own skills and knowledge and having up to date information boast up the confidence level, make more competent and provide satisfaction. Specially in the field of customer service, modern and up to dated skills such as computer program, different tactics for interaction and engagement of customer  and  their overall satisfaction need to be adopted. (Randstad Construction, 2018)
To aid further progression in customer service reader or researcher should keep his knowledge and skills up to date by adding to his qualifications, watching documentaries, reading more relevant books, reports, newsletters and magazines. Meeting fellow professionals and exchanging ideas is another useful way of developing your creating networking and training events. (Prospects.ac.uk, 2018)







Bibliography


Anon, (2018). [online] Available at: https://www.linkedin.com/pulse/employability-skills-you-need-job-antony-f [Accessed 1 Mar. 2018].
Anon, (2018). [online] Available at: https://www.skillsyouneed.com/general/employability-skills.html [Accessed 1 Mar. 2018].

Assertiveness - An Introduction, (2018) | SkillsYouNeed. [online] Skillsyouneed.com. Available at: https://www.skillsyouneed.com/ps/assertiveness.html [Accessed 26 Feb. 2018].

The Balance. (2018). Find out the Reasons Why Employers Value Decision Making Skills. [online] Available at: https://www.thebalance.com/decision-making-skills-with-examples-2063748 [Accessed 25 Feb. 2018].

The Balance. (2018). Soft Skills List and Examples. [online] Available at: https://www.thebalance.com/list-of-soft-skills-2063770 [Accessed 23 Feb. 2018]. 

The Balance. (2018). These Are the Communication Skills Employers Look For In Employees. [online] Available at: https://www.thebalance.com/communication-skills-list-2063779 [Accessed 24 Feb.2018].

Decision-making-solutions.com. (2018). Decision Making Skills. [online] Available at: http://www.decision-making-solutions.com/decision-making-skills.html [Accessed 25 Feb. 2018].

Doyle, A.  (2017) What Are Hard Skills?. [online] Available at: https://www.thebalance.com/what-are-hard-skills-2060829 [Accessed 23 Feb. 2018].

Fardon, M. and Petheram, R. (2007), Office skills: combined text NVQ accounting Units 21, 22, 23, Worcester: Osborne Book Limited.

Jsmusic.org.uk. (2018). What is IT? What are IT skills?. [online] Available at: http://www.jsmusic.org.uk/it_skills/what_are_it_skills.html [Accessed 27 Feb. 2018].

Kent.ac.uk. (2018). Employability Skills. [online] Available at: https://www.kent.ac.uk/careers/sk/skillsintro.htm [Accessed 22 Feb. 2018].

Kent.ac.uk. (2018). How to assess your group work skills. [online] Available at: https://www.kent.ac.uk/careers/sk/teamwork.htm [Accessed 26 Feb. 2018].

Maund, A., Schriek, M. & Tinker, P. K. (2017), Certificate in Higher education: Skills for the Workplace Student Yearbook, London: SAGE publications Ltd.

Prospects.ac.uk. (2018). Customer service manager job profile | Prospects.ac.uk. [online] Available at: https://www.prospects.ac.uk/job-profiles/customer-service-manager [Accessed 1 Mar. 2018].

Randstad Construction, P. (2018). Customer Care Manager (34578420) - reed.co.uk. [online] Reed.co.uk. Available at: https://www.reed.co.uk/jobs/customer-care-manager/34578420?source=searchResults#/jobs/customer-care-manager-jobs [Accessed 1 Mar. 2018].

Soft Skills | SkillsYouNeed. (2011-2018, 2018) [online] Skillsyouneed.com. Available at: https://www.skillsyouneed.com/general/soft-skills.html [Accessed 23 Feb. 2018].




Strath.ac.uk. (2018). Teamwork & Collaboration Skills The University of Strathclyde - University of the Year 2012/13 - Times Higher Education Awards. [online] Available at: https://www.strath.ac.uk/careers/skills/peopleskills/teamworkcollaborationskills/ [Accessed 26 Feb. 2018].

Study.com. (2018). Interpersonal Skills in the Workplace: Examples and Importance - Video & Lesson Transcript | Study.com. [online] Available at: https://study.com/academy/lesson/interpersonal-skills-in-the-workplace-examples-and-importance.html [Accessed 24 Feb. 2018].

Time Management Skills | SkillsYouNeed. (2011-2018, 2018) [online] Skillsyouneed.com. Available at: https://www.skillsyouneed.com/ps/time-management.html [Accessed 24 Feb. 2018].

The University of Edinburgh. (2018). What is employability and why is it important?. [online] Available at: https://www.ed.ac.uk/employability/staff-information/what-why-employability-important [Accessed 24 Feb. 2018].









Appendices



















Acknowledgements

To do this management report successfully I wish to thank my tutor Mrs. Marie Pitson for her relevant, clear and informative lecture about academic and employability skills. While her lecture she has given full support and supervise me. Information is also in use from web engine searching “google”. More materials have taken from Kent university thesis and skills you need from the web site. Some information has also gather from documentaries by you tube as well as the documentary program “the job interview” shown in channel 4 narrate by Ashley Johnson.
I also wish to thank my wife Mrs. Mifta Begum to give me full support and courage to the completion of this management report.

Interpersonal skills


Assertiveness                      and                  self confidence


Communicaton skills


Listening  skills


Negotiaton


Problem solving skill


Decision making skill










20

image2.png




image3.png
The Priority Matrix

Action: Action:
Do First Do Next

No Action:
Don't Do

Low Importance | High Importance

How important is the task?

High Urgency Low Urgency

How urgent is the task?

©2014 SkillsYouNeed.com





image4.jpeg
Creating enthusiasm
and initiative to
make things happen

Having clear, logical
objectives

Making sure
everyone clearly
understands their
roles & tasks

Delegating tasks to
|, | people with the right
- skills

Supportive, informal
group atmosphere.
Use of humour

TEAMWORK

Using people with
different skills: e.g.
creative, organiser

Listening to others &
giving constructive
feedback if needed

Having people who
can coordinate and
accept responsibility

Being comfortable Taking a positive
with disagreement & attitude to & learn-

seeing it as useful ing from setbacks

Bruce Wioadcock, bwekent . uk
University of Kent Carcers Service





image1.png




