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Section 1: Know how to identify development needs
My name is Martine, and I am 44 years’ old. I currently work within the food industry. I lived in London for around 23 years and moved back to Cardiff with my 11-year-old daughter to be closer to family. I have always worked with a Customer Service environment and decided to start this course to develop my career prospects. 

1.1 [bookmark: _Toc500943472][bookmark: _Toc53314824]Identify learning styles for self and another 

I used the Honey & Mumford, VARK and Dantec processes to identify my learning styles -see Appendix B
Martine’s results:
The VARK results show that my learning style is one with “Read/Write strategies.” This is something that I would agree with, as I most definitely absorb a lot more information by reading clear, precise information. I often use bullet points for any note taking etc, as well as relaying vital information.
I scored highest with a Pragmatist style of learning with the Honey & Mumford process, followed closely as a Theorist and Reflector style. Although I was initially surprised that I scored exceptionally low as an Activist learner compared to the other categories, upon reflection I would agree that over recent years, I do in fact plan a lot more and have reservations when taking risks. This would apply to both a personal and work environment. 
The Dantec evaluation shows my style as an “AC - Abstract conceptualization.” This would indicate that I have a converging style of learning. 
Renee’s results:

I decided to use the Honey & Mumford and VARK process for Renee – see appendix B

The Honey & Mumford results show that Renee’s style of learning is as a Reflector. 
Knowing Renee on a personal level, this would not be my first assumption she would fall under this category. By her own admission, one of her areas of development is lack of concentration/listening. However, what is apparent is that if something interests Renee, whether that be in a work capacity and/or personal level, this trait most definitely shines through. 

The VARK results indicate that she falls under the category of someone with an Aural style of learning.

The VARK websites definition of an Aural person states:
“Your Style: 
You prefer to have this page explained to you. The written words are not as valuable as those you hear. You will probably go and tell somebody about this.”

When reading this I thought this is a perfect description of Renee.


[bookmark: _Toc456901517]
[bookmark: _Toc500943473][bookmark: _Toc53314825]1.2 Use a simple technique for identifying development needs for self & another

I undertook a SWOT analysis – see Appendix A 
I see my biggest opportunity to be obtaining my BA Honours degree. This will have a massive impact on my career prospects moving forward. I am totally focused and committed in the course, as well as other areas of development. One of my threats would be that I am restricted to the job opportunities I am able to apply for at present due to the lack of qualifications I hold. 
I have strengths, my biggest one being that I am an effect communicator. I am actively working on my weaker points, which is all part of my personal development to reach my end goal. 
Renee’s greatest opportunity is to acquire her BA Honours degree. Her biggest threat is finding the time to fit in study. These are areas that if effectively managed, she will be able to achieve a healthy balance. Her weakest point is lack of concentration, which is an area that could have a negative impact on studies if not resolved. She clearly has her strong points also so by working on her areas of development she will see positive results.

[bookmark: _Toc500943474][bookmark: _Toc53314826]1.3 Identify potential barriers to learning for self and another.

To identify the potential barriers to learning I decided to use the GO MAD analysis for myself – see Appendix D
I would say my biggest strength is the ability to effectively communicate with people. I feel this is a good trait to possess within any kind of environment. On the other hand, my biggest area of development is that I do not make time for myself, and getting the balance right of family, work and studying can be challenging. 

List of potential barriers:

· Work and family commitments make it challenging to study at times.
· Having not studied for so many years I am not used to this environment.
· My computer skills need improving.

For Renee I decided to use the SWOT analysis, as I feel it best highlights areas she must work on - see Appendix A

Renee’s potential barriers:

I would say her biggest strength is that she is multi skilled within her job. This shows she can adapt, and her skill sets are transferrable. Her biggest weakness for me is her lack of concentration if something does not particularly interest her. 

· Working full time and having a busy social life can impact on the time to study.
· The possibility of redundancies within the workplace may affect financially, as well cause stress, which could impact on effective studying. 
· Lack of concentration at times, which could impact on how well information is absorbed. 


[bookmark: _Toc500943475][bookmark: _Toc53314827]1.4 Explain how these barriers to learning can be overcome.

I decided to use the GO MAD analysis – see Appendix D
Martine:

I am actively making improvements to accept the support from family members to help with the childcare of my daughter. I am so independent that I naturally keep going, until I burn myself out, but this is something I need to change to successfully reach my goals. 

As part of my personal development, I will be completing a computer course to enhance my knowledge, which will have a positive impact on my studies as well as employment. 
As I have not studied for so many years, I must adapt to researching, writing assignments etc. I have therefore started reading again, using Microsoft more frequent. I will continue to complete assignments and/or tasks set. Over the coming months I will be confident in this area. 
I decided to use the SWOT analysis – see Appendix A
Renee:
She responds a lot better to a more verbal approach to learning. As our lectures are being held online at present this is useful for Renee. Moving forward, when they become classroom based, it is an idea for her to record lectures, giving her something verbal to refer to.
It is important to also have downtime, away from work and studying. She would benefit from an effect time management plan to ensure she has a healthy balance of work, study and socially.
Her long-time goal is to set up her own business and she is really focused on complete this course. Not only to gain her qualifications, but the knowledge to set up a successful business.
Although redundancies are a daunting time for anyone, Renee has been in her current role for some years, therefore would be entitle to a redundancy package. Perhaps if this were to happen to her, she could in fact make the decision to have a few months off to focus on steps to setting up her business. 
[bookmark: _Toc500943476][bookmark: _Toc53314828]Section 2: Know how to develop self & others to achieve organisational objectives

[bookmark: _Toc500943477][bookmark: _Toc53314829]2.1 Analyse learning/development options to meet needs of self & another.
For this section I reviewed the SWOT analysis - see Appendix A 
My main focus to reach my end goal is to complete this course and work on my personal development to ultimately maximise my career prospects. I have recognised my weaknesses and am actively working on them, to turn them into strengths.
Firstly, I have spoken with family and close friends and asked them for support with childcare for my daughter. It is imperative that I have the time to study, as not having a healthy balance of work, study and family could result in failure. 
I am not comfortable with public speaking, therefore have taken the steps to practise with family members to improve in this area. 
The fact that I have not studied for so many years is a big adjustment for me, therefore writing assignments etc is something I need adapt to. Also, being computer literate is a crucial factor to the process, I will be completing a computer course in the new year, as I have become rusty in this area.
Renee’s analysis:
Her lack of concentration at times, when something does not interest her could have a negative impact on her ability to study if this is not addressed. She does however respond better to an aural style of learning, which she has recognised, therefore will use this method where possible in the future. She is taking steps to work on building her confidence, especially with public speaking. Other areas of her being “shy,” her confidence will grow as she becomes more comfortable with tasks. This course alone will push her to use Microsoft more confidently, as she uses specific computer packages within her current job. I am aware that she will also be undertaking a computer course to enhance her skills further. 

[bookmark: _Toc500943478][bookmark: _Toc53314830]2.2 Identify support mechanisms for the development of self & another
We undertook the GO MAD analysis – see Appendix D
For me to reach my end goal, of obtaining my BA honours degree, it is imperative that I fully utilise my support network around me. 

My family and close friends will play a big part of helping me with my daughter to free up some of my time. I will rely on my Tutor for ongoing support relating to the work involved with this course. This would also apply to the University. I have a cousin who has started the second year of the course; therefore, she will be a great person to seek advice from. 
[bookmark: _Toc456901523]
Renee’s analyse highlights her support network to be family, her sister to work with her to help setting up her business. Her Dad will support her financially and friends for widespread support and assist with ideas for the setup of her business.

[bookmark: _Toc500943479][bookmark: _Toc53314831]2.3 Prepare development plans for yourself and another person

Part 1: Personal Analysis 
PDP analysis – see Appendix C
My focus with my PDP is based around what I feel are the important key elements to obtain my BA honours degree and securing employment with a much higher paid job, as well as an enjoyable role. I have broken this down into my yearly goals, followed by a three-year plan. 
Although Renee has stated her long-term goals in her PDP, which is great, I do feel she could have also included her weaknesses and smaller tasks she is planning, in order to achieve her long-term goal. By breaking things down, often makes the task a lot manageable.
Part 2: Setting Goals
I decided to complete a PDP – see Appendix C

Part 3: Personal Objectives

	Short Term Goals (next 12 months)

	I will be focusing on completing and passing the Higher of Education, Skills for the Workplace course.
Once I have obtained the ILM qualification, I will focus on securing employment with a higher paid salary and personally enjoyable. 
I will undertake a computer course in the new year.


	Medium Term Goals (2-3 years)

	I will comit to year 2 of the Leadership and Management course, which will follow by the third and final year, in order to obtain my BA Honours Degree.



	Long Term Goals (3-5 years)

	Once I have gained my degree, I expect to be in the position whereby my career prospects are a lot greater. 




[bookmark: _Toc500943480][bookmark: _Toc53314832]2.4 Method used to monitor the development of self & another.
I decided to use the PDP analysis - see Appendix C
As outlined in my PDP I have set clear goals and timeframes to which each point will be reviewed. I particularly like this format as if u keep up to date and take the necessary actions to complete your goals within your specific times set, it is a great tool to monitor your progress.
I would suggest that Renee updates her PDP to include smaller goals/weaknesses and use this format also. I think she would really benefit from this
[bookmark: _Toc500943481][bookmark: _Toc53314833]Section 3: Know how to prepare for the recruitment process 
For this assignment, I was tasked to go through the process of applying for a job, which included, researching vacancies, compiling CV and cover letter. This was followed with an interview with Bob Wilson (tutor). 
CV – see Appendix E
Cover letter – see Appendix F
Feedback on interview – see Appendix G
Job specification – see Appendix H

I decided to apply for the position of Customer Service Manager for Legal and General, within their retirement sector. I researched various other job opportunities through numerous recruitment sites. What interested me about this position was retirement is a very personal experience for all of us, therefore I would gain satisfaction supporting people through this process, as well as utilising my Customer Service Management experience. 

When reviewing the job specification, I crossed referenced this with my CV and amended, to ensure my Customer Service Manager experience was highlighted sufficiently. My cover letter also highlighted strong skills to match their requirement for the role. 

When preparing for the interview, I researched the company and compiled questions. I have never undertaking an interview via video call, so this was a new experience for me.
I was nervous going into this part of the process, as I have not had an interview for such a long time, however I did receive positive feedback from my tutor. The fact that it was held in a small group setting, again I felt uneasy. I have been involved where more than one person interviewing but not just someone watching. However, although daunting, this is all part of my 
personal development and will assist in building my confidence in this area. 

I chose the following two references, as I wanted to show what is expected from both the interviewee and interviewer. When going through the application process, we know what is expected from us but do not necessarily understand that there is a legal process to be followed by the employer.
The National Career Service, through the Government website states, that to prepare for a successful interview you should:
· “Read the job description and person specification carefully and be clear on the skills and qualities the employer is looking for”
· “check the company website to find out more about its products or services and their plans for the future”
· “go over your CV or application form and think about things the employer may ask you about”
· "use the STAR method to prepare some examples that show you have the right skills, personal qualities, and experience”
· “practise your timings on presentations and keep a back-up copy”
· “ask someone you trust to practise answering questions”
· “write down 2 or 3 questions you can ask at the end of your interview, that show you are enthusiastic about the job”
· “prepare something suitable and comfortable to wear”
· “check what time you need to arrive and the name of the person you need to see”
· “make sure that you know how to get to where the interview is being held”
· “if you have a disability and need adjustments to make the interview accessible, you can get advice from Scope on how to ask for them”
Here are some points where ACAS outlines where businesses stand from a legal point when interviewing. 
“Interviewing job applicants
Once you have chosen who to interview, it is a good idea to prepare a set of questions to ask at the interview. Questions must not discriminate.”
“By law you must ask anyone coming to an interview to tell you if they need 'reasonable adjustments' so, they can attend. For example, making sure your office is accessible for an applicant with a disability.”


[bookmark: _Toc53314834]Reflection on the recruitment process 

I decided to use the concept of the Gibbs Reflection model – see Appendix I
I have not had a formal interview for around 15 years. My current position was the situation whereby it was a general conversation and immediately organised a trial shift. Prior to that I knew the person, so again a very informal chat to go through the process. The process of researching a job vacancy and updating my cv, I did not find challenging at all, however I was incredibly nervous about the interview.
I felt that I could have done a lot better, which nerves played a big part in this. I am generally a confident person, but in this situation, I was doubting myself. 

[bookmark: _Toc53314835]3.1 Description
I was tasked to find a suitable job position and go through the stages of the application process. This would include, submission of my CV, along with a cover letter. The final part of the procedure was to be interviewed by my Tutor, in a small group setting, via Teams. The interview was recorded and assessed. The feedback from Bob (Tutor) on how I conducted myself during the interview, was sent via email a few days later.

[bookmark: _Toc53314836]3.2 Feelings
During the initial stages of the process where I was researching jobs, updating my CV etc. I found this enjoyable. I was taking the time to review post that required qualifications, whereas prior to starting this course I would have automatically moved onto the next vacancy. It gave me a sense of that I am taking the steps to move forward in my life. 
However, I felt extremely anxious about the interview. As soon as we were notified this was part of the assignment, I felt uneasy. Coming closer to the time the interview was to take place, I started questioning myself, if I had applied for a too high skilled role. Once the interview started, I did feel slightly more comfortable, however I still felt nervous and do not feel I did the best that I could have done. 

[bookmark: _Toc53314837]3.3 Evaluation
The positive parts of the process were that I was able to put myself in the position to assess job vacancies that I will be applying for once I have obtained my degree and not restricted by not having certain qualifications. During the interview I managed to successfully answer all questions I was asked.
The negative part of the process for me was the interview. I did not feel confident from start to finish in this area. In addition, having to wait for the feedback from my Tutor, I felt uneasy which is something I had not realised about myself previously. I would have preferred to receive it at that moment. 
Having received positive feedback from my tutor was a sense achievement. 

[bookmark: _Toc53314838]3.4 Analysis
I have not had a formal interview for over 15 years, therefore not feeling confident is no surprise. In the brief time I have been studying I am already starting to feel more confident, as I am starting to think from a corporate setting again, which I have not done in some years. By continuing this course my confidence will grow further, which can only have a positive impact on how I deal with such situations in the future. By working on my areas of development will also play a big part on this process. 


[bookmark: _Toc53314839]3.5 Conclusion
Considering I have not gone through this process for some years, I did a respectable job. It is apparent that I must build my confidence in some areas which will come in time. The fact that my tutor stated that although I said I was nervous it was not apparent, is a positive. 


[bookmark: _Toc53314840]3.6 Action Plan
I am actively working on my development areas to reach my full potential. One area that will directly impact on this kind of situations is improving on public speaking, which I am actively working on. By continuing with this course and increasing my knowledge of the skills required for the workplace, will all greatly impact on my confidence. 

CRAAP Analysis
I decided to base my CRAAP analysis around my referencing from the ACAS website in relation to discrimination law and the legal obligations employers must adhere to – see Appendix J
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Appendix A
SWOT analysis – Martine 

	
SWOT Person 1 - MK


	
STRENGTHS
· I am a people's person and able to effectively communicate at all levels. 
· Effective time management within the workplace.
· I excel in Customer Service based roles.
· Previous inhouse Customer Service, Leadership and Management training.
· Ability to identify people's strengths and development areas.
	
WEAKNESSES
· I need to ensure I take time out for myself and focus on improving the balance of family/work/studying.
· I am not comfortable with public speaking, which include presentations. 
· I have become rusty with my computer skills, as I do not use them as regularly as I did previously when in an office-based role. 
· I lack qualifications.
· I have not studied for so many years, I need to adapt to this environment



	
OPPORTUNITIES
· I am currently undertaking the Higher Education, Skills for the Workplace course, which will be completed in one year. By obtaining the ILM qualification I will be in a much better position, as this will open further career opportunities.
· On completion of the above course, I will commit to a further two years’ study to acquire my BA honours degree.
· I will be undertaking a computer course in the new year to enhance my computer knowledge, which is all part of my personal development. 
· I have been compiling and practising presentations with family members in order to get comfortable with this task
	
THREATS
· COVID-19 has had a significant impact on the business where I currently work. This has resulted in reducing staff and hours. Personally, it has had a negative effect, as my hours have been reduced and differ each week. Having a daughter and a home to run, this can be challenging financially.
· At present, when seeking employment, the fact that I do not hold qualifications restricts my job opportunities.
· By not excelling in strong time management of balancing work/family/studying, there is the possibility of failure. My family support network is also paramount.







Swot analysis – Renee

	
SWOT Person 2 - RK


	     STRENGTHS
· I have had in house training at a higher level for customer service communication skills. 
· I Project managed a new system role out across the business.
· I have undertaken intense Credit vet training.
· I deal with difficult customers more effective as I engage in customer complaint handling daily. 
· My Workload management is good I prioritize and set myself realistic goals.
· Productivity  
· I am a Team player I enjoy working as a team as this drives me to achieve my goals.
· I Multi skilled in different areas of the business.
· Determination

	WEAKNESSES

· I do not like Taking group meetings in front of large groups of people. 
· I Lack concentration sometimes especially if something does not interest me from the beginning. 
· I tend to Talk a lot which can be distracting at times  
· Lack of patience at times due to a high-pressured job. 
· Being shy (do not like all eyes on me)  
· Lack confidence in certain areas I like to be reassured that I am doing things correctly. 
· My Computer skills are not the best they could be.






	OPPORTUNITIES

· To progress within my company and progress to a manager level   
· Complete my 1st year B.A honours degree and go onto the 2nd and 3rd year to complete the full degree. 
· A family member of mine is a year ahead on the same course, so I could ask for support when needed.
· University Resources for every assignment I undertake. 





	THREATS

· Redundancies in the workplace  
· Covid-19 causing illness and job loss  
· Having the time to fit studying in due to working full time and having a busy social life with family and friends. 
· Having the Finances to do the course and pay for laptops stationary books etc. 
· Poor marks which would stop me from completing my degree  
· Personal life stopping me from completing the course e.g., illness, my working hours changing. 
 









Appendix B
Martine’s Honey and Mumford results:
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Martine VARK results:
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Dantec results for Martine 
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Renee’s VARK results:
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Renee’s Honey & Mumford results:
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Appendix C

Martine’s PDP
	What do I want to learn?
	What do I have to do?
	What support and resources will I need?
	How will I measure success?
	Target Date for Review

	Successfully complete my first years Higher of Education, Skills for the workplace course 
	Focus on completing and passing all assignments, which will in turn increase knowledge
	Family, friends, and work colleagues 
Computer course training company
Internet/books
Tutor
Students

	Feedback from tutor
Marks obtained for assignments
Personal knowledge of area that is being studied. 

	31/9/21

	Commit to seeking alternative employment, with a higher salary and a more interesting role
	Ensure CV is up to date.
Research job vacancies
Complete and pass Level 4, to gain qualification
	Internet to research job vacancies
Friends and family
Tutor 
University resources 
	Obtain feedback from interviews where I am unsuccessful and respond appropriately to perfect interview technique if applicable
	31/12/21

	Focus on becoming an effective, confident public speaker 



	Continue to practise presentations for family members
	Friends and family
	Record each presentation and assess
	31/1/21

	Increase my knowledge of Microsoft 



	Undertake a computer course 
Use the computer packages at home frequently
	Training company
Computer

	I will obtain a certificate
	31/3/21

	Improve on effective time management for healthy balance of work, family, study, and personal time

	Accept support from family members to assist me with childcare for my daughter to study/work
	Family members
	By reviewing the situation and determine if I am g 
	30/4/21

	On completion of my first year's course, I will commit to a further two years study to obtain my BA hours degree
	Complete and pass the first year of this course. 
	Family, friends, work colleagues Student finance
Students 
Internet/books
Tutor

	Feedback from tutor
Marks obtained for assignments
Personal knowledge of area that is being studied.

	31/9/23



Renee’s PDP:
	What do I want to learn?
	What do I have to do?
	What support and resources will I need?
	How will I measure success?
	Target Date for Review

	
Being able to present in groups comfortably.

	
Practice in front of family and friends  

	
Friends, Family & work colleagues. 
	
By the number of group meetings, I present and complete successfully. 
	
1st March 2021 

	Complete my first year in certificate of higher education. 

	Complete all homework and assignments successfully. 
	Moodle. 
Lecturer (Bob). 
Students in my group. 
Family, Friends, Work colleagues. 
 
	By completing and passing the assignments. 
	31st Sept 2021 

	
How to set up my own business by 31st September 2021 

	Complete business plan and establish resources and finances required to proceed 
	University online resources (Moodle). 
Family & Friends. 
Funds. 
	Level of learning and knowledge  
	31st Sept 2021        




Appendix D
GO MAD analysis 
Martine 
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 GO MAD - Renee
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[bookmark: _Toc53314843]Appendix E

CV
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Appendix F

Cover Letter:

Martine Kennedy
51 Waun Ddyfal
Birch Grove 
CF3 3PB
 
Mobile: 07889 863 551 
Email:martine_kennedy@yahoo.com

Job Application – Customer Service Manager 
Dear Alyson Macdonald, 
I am writing to apply for the position of Customer Service Manager within Legal and General.
With over a decade of experience within Customer Service, I excel and am focused in delivering excellent services to any clientele. 
Being a mother of one, who is working as well as studying full time, I have adapted excellent time management and organisational skills to succeed. 
As you will see from my CV, I have experience in managing large teams and interacting at all levels. All of which will be a great asset to your company. 
I would like to take this opportunity to thank you for taking the time to consider my application. I hope to hear from you soon. 
Regards, 
Martine Kennedy




Appendix G

Job Application:
customer service manager legal and general (google.co.uk)
[bookmark: _Toc53314844]
Appendix H
Feedback on interview from Bob Wilson 

On 23 Nov 2020, at 13:13, Bob Wilson <Bob.Wilson@uwtsd.ac.uk> wrote:


Feedback for BMSK4005 2020
 
Name:        Maxine Kennedy
 
Answering difficult questions
She spoke well throughout, she seemed confident and quite relaxed.
 
Knowledge of Job
She has a very good knowledge of the role being interviewed for.
 
Knowledge of organisation
She demonstrated a good knowledge, good understanding, including historical.
 
Research
She demonstrated research.
 
Relaxed
She was relaxed and though she stated before the interview that she was nervous, she did not demonstrate many nerves.
 
Communications
Spoke well, listened well throughout the interview.
 
Good:
She is a good candidate with her background knowledge and experiences.
A good interview. She had obviously undertaken some research and applied it to benefit her interview.
 
As a weakness she stated that “Taking time out for herself” was her greatest weakness but she quickly followed up but stating that she was working on it – good.
 
Issues:
No real issues.

Appendix I

Gibbs reflection module 
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[bookmark: _Toc53314845]Appendix J

CRAAP analysis

Currency
ACAS is a reliable and current source, (4 December 2020), providing up to date legal information on employment law for the employer and employee. When clicking on the links they are functional and direct you straight to the relevant topics. In relation to this particular topic up to date information is important.
Relevance 
ACAS provides impartial advice on employment law, hence the reason I went directly to this source. I have previously used their services in the past from both an employee and employer perspective and found them highly informative. I have confidence in the information they provide is legally correct. 
Accuracy
The service is based on employment law and accurate. As regulations change/update legally they are obligated to follow such policies. They are an unbiased organisation and merely present factual legal information for all parties. Their site is well presented in spelling and grammar.
Purpose 
ACAS website has an unbiased tone. They state facts to the information they provide and is purely based on informing parties of their legal rights. The information is stated clearly.
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