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Introduction
In this reflective portfolio,I will project my knowledge towards working for improving my ability.I will provide a clear picture regarding my personal strengths and the areas that requires further improvement.I have also projected my employment goals and the personal development plan,which I have developed through using SWOT analysis.I have also projected my different features through a Johari Window and at the same time I have develop SMART objectives to develop new skills and improve my performance. I have taken appropriate steps to implement the change with the help of a Force Field analysis model. In this portfolio, I have mentioned about the appropriate work dress code,the ways through which I can gain self motivation and I have also presented example of practical challenges that I have faced while working and how I resolved them.
[bookmark: _Toc18375023]Discussion
I have gained necessary understanding regarding working under practical environment through the practical work experience that I have undergone.In this regards,I would say that,it will be necessary for an individual to gain necessary skills and understanding towards the work and the tasks offered to him/her,in order to ensure working in an effective way.Therefore,in my opinion, it is necessary to generate adequate real life work based knowledge to gain efficiency at work.I work as a customer service executive in my organisation.It is considered as a major role and there are various skills and abilities that are required to carry out eh work of a customer service executive.There is enormous pressure in this role as I have to handle different types of customers and their complaints on a daily basis as a result of that I need to gain practical working knowledge and expertise to deliver services in a proper manner (Rouse, 2010).Throughout my career I have understood a number of ways through which I will be able to develop my working ability and quality of services delivered to the customers.I have learnt a lot of skills and gathered necessary knowledge through working in the concern in my position.I have understood the fact that I have gained certain abilities to perform my work in a proper way, however, I have also realized that I need further improvement of certain skills and in certain fields I am lacking which I need to improve to a greater extent. In this regards,it will be necessary for me to share my personal strengths and weaknesses.The analysis of my personal strengths and weaknesses will help me in setting a personal development plan for myself,as by analysing my personal strength and weakness analysis I will be in a position to clearly identify the areas that I am required to make further improvements to perform more efficiently (Keyte, 1988).This analysis will not only help me in understanding my strengths but also detecting the issues relating to my skills and abilities that I am required to overcome,moreover,this analysis will also help me in improving my capacity to further levels and strengthen my career in future.For every individual,it will be essential to secure their career and find out news ways to grow, in this regards analysis of my personal strengths and weakness will help me in securing my career. 
From this perspective I have analysed my personal strengths.Considering my personal strengths, I have realized the fact that there are various fields,where I have gained considerable expertise that can ensure the future development of my career.I will be able to use these abilities and expertise to work in a more efficient way.Considering the analysis of the personal strengths I have found certain abilities that are provided in the following paragraphs (Keyte, 1988).
[bookmark: _GoBack]Through having practical working experience,I have realized that I have gained effective learning abilities.It can be said that I am a fast learner,I have developed the ability to learn instantly by observing any new process or approach.I have went through various phases of working and I have come across different customers,moreover,my concern has also organized a number of different training sessions from these sources,I have been able to gain new tactics and expertise to deal with customer issues and quarries very quickly.I have gained listening skills that has helped me in learning new things.I am also able to conduct online research and collect that has helped in learning quickly (Sangster, 2017).I have developed appropriate team working skills.I think team working is an essential skill that is important to run the activities of the customer service department,each member should join others in the process of fulfilling their tasks and the same will help in provision of quality services.I have been able to coordinate with others in matters concerning planning and decision making.I have developed effective tam spirit and ability to share necessary information with other team members.I have developed effective leadership skills that have helped me in guiding the team members in the process of service provision.I have realized the fact that I have gained necessary abilities to understand the issues faced by other individuals in the group and solving their problems in an effective way (Dowson, 2015).I have also been able to apply appropriate approaches to motivate other team members in performing their tasks in an efficient way so that the quality of the services provided to the customers can be up to the mark.I have also been able to apply appropriate leadership skills to develop new approaches of working and through the application of those approaches;I have been able to improve the working capacity and quality of the team members.I have also realized the fact that through working in this position,I have came across varied types of customers,who have different choices and expectations.Through meeting the expectations of different types of customers and providing them prompt replies, I have been able to gain effective decision making skills.I have achieved the skill to make effective and prompt decision making at the hour of need this has helped in maintaining the quality of service provision and enhance the number of satisfied customers for my organisation (Dowson, 2015).My working as a customer service manager has helped me in enhancing my communication skills.I have to communicate with staffs and customers throughout the day and this has helped me in understanding the way to communicate in a proper and effective manner.I have been able to properly communicate objectives and responsibilities to the staffs in the customer service team,this has helped them in understanding their roles and responsibilities in a clear manner.The appropriate communication skills that I have projected also helped many customers to get proper reply to their quarries and issues.Moreover,through appropriate communication I have been able to reduce confusion among the staffs,enhance productivity of the staffs and also reduced team conflicts (Tomlinson, 2004).
Apart from the strengths that I have highlighted in the above paragraph, there are certain other factors that can be considered as my weaknesses that I have discovered from my personal analysis.The weaknesses can be considered as areas,where lack appropriate knowledge or I am required to make further improvements.The various areas,where I am required to make further improvements are projected in the following paragraphs (Tomlinson, 2004). 
I have realized the fact that I lack in time management skills.In this regards it will be necessary for me to state that I have faced difficulties in completing tasks in due time and I have not been able to save appropriate time after completion of my tasks to do further research and develop new skills.I have taken considerable time to complete my tasks and the same has reduced my free time that can be used to develop new skills.Being a manager in the customer service department,among the various things that are considered as essential for ensuring my success in the position of my work,time management can be considered as one (Throop and Castellucci, 2010). Therefore, in the absence of time management skills the number of dis-satisfied customers will grow.With lack of time management skills I have not been able to delegate certain tasks to the staffs in the department and free up adequate time to deal with other issues of the customers. Lack of time management skills has also enhanced my work pressure and the same has affected my quality of work.Moreover, inability to manage time efficiently has also led me face issues regarding following each customer in an efficient way,study the requirements of each and every customers properly and provide them appropriate solutions.Considering the areas of improvement,I have realized that I am required to develop my conflict management skills and interpersonal skills.I have experienced situations of conflict within the team and I have also realized the fact that I have not been able to resolve the conflicts among team members,as a result of that I have taken the help of senior HR personnel within the organisation.I have realized the fact that it is vital for a manager to resolve conflicts within the team as the same can potentially affect the productivity of the team to a greater extent.As a result of that I am required to improve my skills towards managing team conflicts and resolving them (Throop and Castellucci, 2010).I have realized the fact that improper management of team conflicts can reduce the performance of the team and the same will affect the satisfaction levels of the customers and reduce the market image of the company to a greater extent.Although, I have been able to deal with specific issue of varied types of customers,however,I have realized the fact that I lack appropriate skills to solve complex problems that customers face.The requirements and expectations of customer keep on varying and the customers with complex issues,which is difficult to solve,in those situations I generally take help from senior personnel to resolve the problems however,this delays the process of provision of services and effective solutions to the customers.As a result of that certain customers get dis-satisfied (Throop and Castellucci, 2010). Moreover,inability to provide prompt solution to the problems faced by the customers also reduces the reliability of customers towards the organisation and its services.Hence, I think this is one of the drawbacks that I am required to improve in future (Kenon and Palsole, 2019). Moreover,I have also found the fact that it becomes difficult for me to assess the performance of the team members.I have lack of understanding regarding performance assessment and the same has resulted in failure to evaluate the skill levels of the members of the customer service team. The failure to assess the performance of the team members has resulted in improper delegation of tasks.I have often found the fact that the team members are unable to complete the tasks delegated to them.My inability to evaluate the performance and skill levels of the staff members has led me to delegate tasks to members with lack of ability and this has affected the level of productivity timely delivery of services to the customers and reduced the level of satisfaction of the customers (Kenon and Palsole, 2019). 
In the previous paragraphs I have mentioned about the personal strengths that I have achieved through working as a customer service manager and the drawbacks that I have realized and I need to make good.In the present part of the portfolio,I will mention about my employment goals that will help me in making my performance better and improve my efficiency.It will be necessary for me to set appropriate performance goals for the purpose of setting my personal development targets and the fulfillment of the goals will help me in improving my skills to further levels and reducing my performance inefficiencies.The employment goals will help me in systematically improve my skills to further levels moreover,the same will also work as assessment criteria for me to evaluate my performance levels and any improvements relating to the same. My employment goals have been provided in the following paragraph (Kenon and Palsole, 2019). 
Time management:
At present I find it difficult to accommodate the needs of all types of customers with due efficiency. At present I find it difficult to manage time in a proper manner and to save time for the expectations of each and every type of customers and study their individual needs with due care. This has led to reduction in the satisfaction levels of the customers (Wallace and Masters, 2010).
In future I would like to improve my time management skills through going through different books on time management and attending various seminars on time management.I would also take the necessary steps to improve my time management skills by braking bigger tasks into smaller objectives to save maximum time and use the same to conduct study on complex issues provided by customers and provide them with appropriate solutions.In this way I will aim to enhance the satisfaction levels of customer by 10% in the coming one year.
Problem solving:
I have faced difficulties in solving complex problems faced by the customers of the organisation. This has resulted in dis-satisfaction of the customers.Moroevr,the same has also reduced the reliability of the customers towards the organisation (Wallace and Masters, 2010).
In future,I would take the necessary initiatives to improve my problem solving skills to a greater extent.In order to improve my problem solving skills will take the necessary steps to improve my listening skills.This will help me in properly listening to the complex problems faced by the customers,effective listening will help me in getting a clear idea regarding the problem faced by the customer and find out the right solution for the same. Moreover,I will also take the necessary steps to improve my critical thinking skills,with enhanced critical thinking skills,I will be able to evaluate every problem in a proper way and find out appropriate solutions to satisfy the customers.Moreover,I will also take the help of senior management personnel to develop appropriate problem solving skills.I will follow the senior management personnel while they are resolving complex customer problems and in this way I will take the necessary lessons regarding solving complex problems.My aim in this regards is to enhance the number of loyal customers for the organisation by 5% in the coming 12 months.
Performance assessment:
I have experienced issues regarding the performance of the team members in the customer service department,which has reduced the level of customer satisfaction of the organsiation.I have not been able to assess the performance levels of the staffs as a result of that,I have found that I have delegated tasks and responsibilities to wrong individuals and the same has reduced the productivity and performance of the team (Wilkins, 1997).
In regards to development my skills and ability towards assessing the performance of the team members,I have to take necessary steps to improve my understanding towards performance appraisal.I can take help from the employees in the Human Resource Management team to gather basic understanding regarding performance appraisal,I can develop my ability to evaluate the performance of the team members by going through management books providing information on performance appraisal.In this way I will aim to reduce the number of pending customer quarries and issues unresolved by 8% within the next 12 months (Wilkins, 1997).
Conflict management:
I have found it difficult to manage conflicts within the team. I have not been able to manage team conflicts in a proper and the same has resulted in loss of productivity of the team members.
I will take all the necessary steps to resolve team conflicts. I would take help of the personnel in the HRM department to develop necessary skills to deal with team conflicts and manage the same. I will improve my interpersonal skills to understand the problems faced by the team members and find out the root cause of the problem in order to resolve the same. My aim is to enhance team productivity by 10% in the next 12 months (Wilkins, 1997).
In this regards I have provided my personal development plan in the following paragraph.I have developed my personal development plan with the help of SWOT analysis,by projecting separately the strengths weaknesses opportunities and threats.
Strengths:
I have realized the fact that I have developed effective learning abilities. I am a fast learner and I have been able to develop appropriate capacity to learn new things and easily learn new processes and approaches through observation (Lorriman, 1997).
I have developed considerable team working skills.I can easily coordinate with other team members and share information with them.I have developed effective team spirit to work with other to meet a common goal.
I have been able to develop considerable leadership skills.I am capable of guiding the team mates to meet their objectives in a proper manner.I can quickly understand the problems faced by individual team members and take appropriate steps to resolve those work related issues. I have also been able to develop new approaches of working for the team members and motivate them to follow the same to improve performance (Lorriman, 1997).
I am an efficient decision maker.I have gained the ability to make prompt decisions.I have been able to understand the problems faced by different customers and take effective decisions to provide them with the right solutions.
I have been able to gain appropriate communication skills.I have been able to properly communicate with the customers to understand the issues faced by them for extending proper solution.At the same time, I have been able to communicate the roles and responsibilities to the team members in a proper manner in order to improve their performance (Lorriman, 1997).
Weaknesses:
I have faced considerable difficulties to manage time in an effective way.I have failed to save time to properly study the complex problems relating to individual customers.This has resulted in inferior services provided to the customers.
I have faced considerable difficulties in regards to managing team conflicts.I have lesser skills towards conflict management. 
I have also faced considerable challenges in resolving complex problems regarding the customers.Although I have been able to resolve issues relating to various customers,however,I have not been able to resolve complex problems.
I do not have appropriate skills to evaluate the performance and skill levels of my team members as a result of that I have often provided difficult tasks to inefficient team mates and this has resulted in declined performance (Lorriman, 1997).
Opportunities:
I can take necessary steps to develop my time management skills.Through attending different seminars on time management and going through different books,I will be able to improve my time management skills. 
Through improving my listening skills as well as critical thinking skills,I will be able to resolve complex problems relating to the customers.Moreover,I will also take the help of senior management personnel to develop appropriate problem solving skills (Cottrell, 2010).
I can consult with the HR personnel of my concern to understand regarding performance appraisal.I can go through management books providing information on performance appraisal.
I can get clear understanding regarding conflict management from the HR personnel of my organisation. Moreover,I can also develop my interpersonal skills to effectively interact with the team members to understand the cause of the conflict and resolve the same (Cottrell, 2010).
Threats:
There is huge competition within the organsiation among different employees to get the position of customer service manager.
There are candidates available in the market with higher levels of skills and ability as compared to me (Cottrell, 2010).
I have realized the necessity of learning to improve work efficiency for each and every type of employee in different organisation.In this regards,I have realized the importance of different learning styles.Different person prefer different learning styles as per their capacity.There are mainly four different learning styles that can be followed by an individual to learn new things (LeFever, 2011). The first learning style is considered as the visual learning style,as per this style an individual prefers to learn new things,processes or approaches with the help of observing pictures,images or through spatial understanding.The second type is considered as auditory learning style.As per this style, an individual prefers learning any new thing,process or approach through sound and music.The third learning style is considered as linguistic or verbal learning style,as per this style,an individual prefers learning through words,which may be both spoken and written.The forth learning style is considered as kinesthetic learning style,as per this learning style,the learner generally prefers learning through the sense of touch, his/her body or hands (LeFever, 2011).
Considering my case,it can be said that I have always preferred two different learning styles, namely,visual learning style and auditory learning style.I have always preferred visual signs, pictures and diagrams for learning new things.I generally use presentation slides to learn new things.During training I always prefer graphs and other diagrams drawn on white board for properly understanding the same.Secondly,I also prefer recordings of notes or videos of training sessions to listen to the same and learn from the same (Rughani, 2001).
My SMART goals are provided below:
· To enhance the satisfaction levels of the customers through effective projection of time management skills by 10% in the next 12 months.
· To increase the percentage of loyal customers by 5% through applying problem solving skills in the next 12 months.
· To reduce the number of unresolved customer problems and quarries by 8% by delegating tasks to appropriate candidates based upon the performance and skills level in the next 12 months.
· To increase team productivity through conflict resolution by 105 in the next 12 months (Rughani, 2001).
The Johari Window:
	
	Known to self
	Not known to self 

	Known to others
	Open area
	Blind area

	
	· Able
· Bold
· Adaptable
· Empathetic
· Independent
· Helpful
· Intelligent
· Logical
· Relaxed
· Sympathetic
· Trustworthy
· Wise
· Observant
· Knowledgeable
· Kind
· Extrovert
	· Cheerful
· Energetic
· Modest
· Mature
· Searching
· Friendly 

	Not known to others
	Hidden area
	Unknown area

	
	· Nervous
· Impatient
· Self-centered
· Shy
· Proud
	· Religious
· Introverted
· sentimental



Force field analysis:
	Driving forces
	
	Restraining forces

	Team conflicts due to improper conflict management
Lack of time management skills resulting in declined customer satisfaction
Lack of problem solving skills reducing the number of loyal customers for the organisation.
Loss of productivity due to delegation of tasks without assessing the skills of the employees.
Available candidates in the market with higher skill levels
	



Professional and skills development exercise
	Time consuming exercise
Increased stress due to training and development
Inability to learn
Non-availability of resources


For the purpose of improving the skills to further level,it will be necessary for me to motivate myself through conducting different activities.Self-motivation will help me in learning new skills and meet my employment goals.There are various activities through which I will be able to improve self-motivation.The first thing which I am required to do is to develop realistic objectives.I should develop realistic goals,which I will be able to achieve this will motivate me to achieve further objectives.I should always remain committed towards my personal as well as organizational goals this will motivate me to put more efforts to achieve my objectives.I will take feedbacks from my colleagues on a constant basis, the same will help in realizing my drawbacks and take effective steps to rectify them.I will always take active steps to deal with every obstacle that can hinder me from achieving my targets (Rughani, 2001).
I am required to follow the formal dress-code for work to provide a good impression.I will use formal button-down collared shirt and a suit to provide a professional look.I will also use formal trousers and well polished close toe shoes.
Throughout my work experience I have faced numerous challenges,during critical situations,the management has handed over me complex tasks and I have been able to resolve them properly, the same has helped me in gaining knowledge and increase my work experience.Once,our customer service teams faced extreme challenge due to busy customers asking for solution of complex issues.The failure of the customer service representatives to resolve the customer problems in due time led in a decline of loyal customrs.The senior management asked me to handle the problem.In the beginning I observed the situation and the issue and then I recommended for the right technology and tool for the customer service staffs.I suggested the use of visual engagement tools such as, ‘Acquire’,  this allowed the customer service representatives to talk to the customers and share screens in real time and this led the staffs to take the right step to find out the solution to the problems.
Again, in another situation,the customer service staffs made affected the satisfaction levels of the customers by failing to answer their quarries properly.Many customers often asks questions that cannot be readily answered such as questions regarding delivery of goods.As a result of that the customer service staffs could not answer their quarries.I handle the situation by asking the customer case staffs to retrieve information from the third party which is the company delivering the products or get details of the codes that will help the customers to check the delivery status. I directed the customer services staffs to provide information directly to the customers or provide the codes to them so that they can check the delivery status.
[bookmark: _Toc18375024]Conclusion
To conclude,it must be said that personal and professional development is an essential factor as per my opinion,that can help a person in strengthen and securing his/her carrier.I believe that in this current work environment an employee must continue the process of learning in order to improve his skills and the world is changing and newer skills are required every day to perform similar jobs.
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