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 INTRODUCTION
As an insurance claims handler many skills are required daily. Each day we gain knowledge but to gain further career development we always need to learn from our mistakes and analyse ways which we can improve.
As a claims handler my main skills are effective communication, time, management, numeracy and teamwork. There are many other skills but at present i will be focusing on these skill sets.
1.0) Communication is a vital life skill that we all have but not all of us are effective communicators. Communicating is not just about talking. Good communication skills can be verbally or written.  In order to delivery any high-quality work, effective communication is imperative as through communication, if messages or words are interpreted the wrong way then that can lead to failure and even harm. (Leonard and Graham,2004). Therefore, it is essential to communicate well in order to understand information or messages efficiently and accurately. The main forms of communication are speaking, listening, reading, understanding, providing or accepting feedback and through our body language we can communicate to some extent.
1.1) Time Management is also a very Important skill. Without following the time or having a daily routine or a schedule our lives would be chaos. With good time management skills, we can prioritise our workload and finish before the deadline allowing us time to be free and be able to relax. Morgan (2007) describes time management as an ability to control our time usage where we can plan and manage our tasks or workload without undue attention or stress. An effective way to manage time is to use the Eisenhower method which is the four D strategies of time. This method was named after Dwight David Eisenhower who believed there were two kinds of problems in managing time and that was the important and not so important tasks. He put them into four categories, the important categories were the Do and Delegate category and the non-important category were the Don’t and Delete category. To manage time well he believed the DO category was of relevance so these tasks should be done straight away and if there is too much workload then you could use the DELEGATE option and hand over the task to another reliable person. The non-important ones that do not need to be done straight away can go in the DELAY category and work that is not of any use or a waste of time go in the DUMP option so that work can be eliminated. (Homere and TChindjang,(2019).                                                                                          

1.2) Another crucial skill is teamwork. Teamwork teaches you to get on with each other, learn to tolerate each other and promotes strong working relationships. Everyone will have their strengths and weaknesses so when working in a team one can help the other. Not all teamwork is easy.as different personalities will clash so you will be learning patience at the same time, but when many ideas are put across as one method very good results can occur.  Griffin, Malcolm and West, (2001) believes that good teamwork leads to efficient results and higher job satisfaction rates.                                                             
1.3) Numeracy is the final skill I will be auditing and analysing. This skill is not necessarily relevant with every career but having a basic knowledge of this skill is useful as even within our daily lives we are using numeracy in one way or another. Marr, Beth and Harry (2007) stated that numeracy skills in the workplace is an essential skill and they highly recommend staff should get numeracy training
2.0) Below is a table of my skills audit 


	SKILLS
	GAINED/CONFIDENT
	IMPROVABLE

	
	
	

	ORAL COMMUNICATION
	
	

	· Confident in giving presentations to my peers.
	
	

	· Explain new concepts to other people well.
	
	

	· Speaking confidently to staff and clients 
	
	

	WRITTEN COMMUNICATION

	
	

	· Write in an appropriate style suited for the customers.
	
	

	· Structure letters to communicate key issues.
	
	

	· Identify the main issues and points
	
	

	· Produce detailed and useful information for the case
	
	

	· Effective methods to planning information I want to use
	
	

	· Gather true and all relevant information before processing the claim
	
	

	TIME MANAGEMENT
	
	

	· Organizing time to meet deadlines.
	
	

	· Able to set targets in order to improve tasks.
	
	

	· Attend all training and meetings on time.
	
	

	· Keep a diary to track when deadlines are.
	
	

	NUMERACY
	
	

	· Be able to use numerical and statistical data for cases /claims
	
	

	· Interpret information from graphs, charts and tables
	
	

	· Able to calculate figures by deducting or adding.
	
	

	
	
	

	
	
	



By looking at this table it shows that most of my skills are good but there are spaces for improvement. Keeping a diary is coloured in red as this is something, I need to do more often than occasionally, and the orange areas highlight that there are ways of improving these skills more. Now to analyse my skills.
2.1) I will do a personal development plan (PDP) to help me in focusing on ways to sharpen up my skills in order to become a senior claims handler. The PDP is used by a lot of employers and employees and research has found that using this tool in organisations promotes self-motivation and reflection. (Eisele and Grohnet ,2013).
	SKILLS
	ALWAYS REMEMBER TO....
	ACTION REQUIRED
	LIMITATIONS
	RESOURCES/WHO OR WHAT CAN HELP ME 
	TARGET DATE OF ACTION

	Communication
	Consider the opinions of the other person I am communicating with
	Ask others for their views before I present mine
	Do not forget to do it in the heat of the moment
	Ask a trusted colleague to observe my approach in meetings 
	Effective immediately

	Time Management
	Double check the deadlines
	Try not to rush so plan out time schedule beforehand 
	Do not take on more than I can do, use the Eisenhower method if necessary
	Do thorough research before making decision
	Start from Monday

	Teamwork
	Respect team members and ask for their input too
	Give everyone an equal amount of workload and help each other
	Be careful of what I say when we are not in a mutual agreement
	Talk to each other
	When teamwork is required

	Numeracy
	Double check figures and make sure they add up
	If possible, get someone else to check it too
	Rush whilst trying to add up totals or give a decision
	Use a calculator, get a second opinion
	Effective immediately.



2.2) From an insurance call handler to becoming a senior call handler all the above skills are required but with more extra dedicated time as well as managing and leadership skills self-motivation and immaculate organisation skills
3.0) As an assistant manager I have been asked to assess the learning and development methods of the new employees that are due to start at the call centre. They are undergoing
 training and induction. Training is essential with any job role and research has Indicated          those that received adequate training achieved higher performances at work. (whitfield,2002). The following training methods will be provided to help the new employees.
· Group discussions
· Presentations
· Lectures, demonstrations
· One to one learning  
· Customer service support training
· Team building exercises to promote good teamwork.                                         
3.1 Even though a lot of companies promote teamwork unfortunately teamwork might not always work. Groupthink was formulated by Irvin Janis where she referred to it as a phycological drive for mutual agreement at any cost within a group making decision. (Mifflin,2016). Alot of employees have reported that they have felt left out during teamwork or that they have not been able to express their views correctly because of them not fitting into the group. They have felt that they have had to go along with the majority instead of the right decision. Groupthink if everyone had the same results can be a good thing but when everyone has different opinions then that can cause a problem.
We need to teach our employees and stress to them the importance of individual opinions, sometimes there is no right or wrong just that different people see things through different perspectives, and it is okay to be different.
 4.0) The personality test is an interesting method we would like to try on our new recruits. Once the training has completed, we will give everyone a test sheet about another member and once filled in they can read the answers to what their acquaintances have wrote about them. This will relate with the Johari windows as you may find out some information which was in the hidden area of the window, even though this can be a fun activity to do it can also cause problems as one person might not like what the other person has wrote about them therefore, in order to avoid hostility, we would do the answers anonymously. The personality test also combines with the self-awareness tool as you will get to be aware of certain things you maybe were not aware of before. 
4.1) We all also be trying to improve self-awareness by using the Johari windows tool. The Johari window helps you to build up trust within your team and helps with your own personal development as well as with communicating with each other.
[image: ]
The Johari window consists of four windows ,which are the open area which is information that people around you know and that you are aware of, the blind area is which is what others will know about you, but you don’t realise, the hidden area where only you know about yourself but no one else does so more like personal stuff and finally the unknown area, which is information unknown about yourself as well as everyone else, that for example could be a skill  which you have but are unaware of as you have never had the chance to demonstrate it. The main aim of using this tool is to work more on the open areas by improving your skills and make that window bigger and shrink the hidden areas. (DR Saxena ,2016) believed that by using this model it improves interpersonal         communication through understanding and self-awareness and if used correctly it could      build up an environment of collaborative learning and creativity.                                      
 The new recruits would be shown this model and told to work on their weaknesses. They can get together and do brain storming activities or personality tests to determine what one thinks of the other. Another thing that will be done at this company is every month we all welcome feedback both positive and negative so we can improve our weak points and strengthen our stronger points.
4.2) Self-awareness is a very important skill which is crucial for all people to have and understand. There are so many ways of improving self-awareness by self-reflecting asking yourself questions like am I achieving what I want. Or even what can I change? Eurich (2004) in her book states that self-awareness is when we can see ourselves clearly, we tend to become more confident within ourselves which then leads us to become more trusting and more creative, we are also able to make better decisions, build stronger relationships and communicate more effectively. All these skill sets are required for a good successful career.
It is very important to feel confident about yourself as a lack of self-esteem can have a lot of negative effects on yourself as a person or on the way you are around people which can also cause an adverse effect on ur career. Improving self-awareness can also improve your confidence levels. There are many ways of improving self-awareness around your everyday life. at work or just in general. Meditating is an effective method and around a calm atmosphere you can relax and whilst meditating self-reflect and think how you are doing, are you moving forward in life or is something holding you back? Is there anything that needs changing? Where do I want to be in five years' time? Any question that will help build you up you can question yourself and seek the answers within yourself. Another form of self-awareness is by writing down your list of priorities and aims and see how far you are progressing. It is good to ask people that you trust as well. Different people know different sides to you so it would be interesting to see what your family think of you, what your friends think, how you come across to your work colleagues or even hoe your manager sees you. At the work place the best form of self-awareness is feedback. Feedback is such an important and helpful method. Feedback is not necessarily always negative feedback can be positive too. From the answers given you can improve on your weak points or on your areas of improvement, but the positive replies can also make you happy, build up your self-confidence or even make you realise positive points about yourself that you yourself did not know of. Human beings love being appreciated and being happy is vital for self-awareness
5.0 During my time at this course, I have learned about many different ideas which I was not very familiar with before. After twenty-five years I came back into education, so it was daunting for me. I felt very nervous and was not even sure I would get accepted into this course and once I got the offer, I was worried that I might not even understand. Education has changed so much during the times I studied, when I was studying, we did our assignments on pen and paper and now everything is done on computers. At first, I did not even know how to even copy and paste or the basics of using technology. Referencing was a completely new topic for me, and I did not even know that google scholar existed. I had no idea about the theories or the models we learned about. I fairly understand it now but at first it was so hard I felt my brains were going to blow out. I believe with hard work and dedication I have been able to meet my goals and learn so much more than I thought I was capable of. I lacked so much self-confidence and doing this course has made me realise so much positive things about myself. I had no idea when applying for a job that you need a covering letter too as the last time, I worked was sixteen years ago and at that time a curriculum vitae was all that was needed. The first time I wrote a cover letter was during this lesson. Professional Career Development is a very useful module to study as it does not just teach you about your university course but also about what to do once you have graduated, how to apply for jobs, how to conduct yourself at interviews and many other skills that are required for our future. I found the development methods practicable and the self-awareness lesson and the insight into the Johari windows was a very interesting and informative lesson. It was fun relating to the self-awareness theories.  Through education we can gain so much knowledge that we can always apply later in life or pass on to others. I feel that through education we can develop within ourselves and look at points in many different views rather than just what we believe is right or wrong. By completing this course, it has also motivated me to carry on studying further and get a BSC degree and I am hopeful that eventually leave with high grades and build up a successful career for myself. AS a mature student I felt there really was not a lot out there for me, but this course has taught me otherwise. The only part of this course I did not like much was the online lessons as I joined up to go to campus, I strongly feel face to face learning is so much more productive but sadly that option was not available due to the current situation of Covid-19. Most importantly this course like I mentioned before has helped build up my lost self-confidence and that is such an important factor for me to be able to progress ahead.
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