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I am self-motivated, flexible, having professional and efficient experience in customer service. Possessing good communication and customer relationship with skills. Capable to taking initiative as a part of a team. I have strong work ethic, conscientious and reliable and have keen eye for details. I am working at Mowglis Indian Restaurant – one of the finest Indian Restaurant in Wales as a Customer Service Supervisor. My job role is to understand and satisfy my customers' requirements even exceed their expectations and to motivate team member to ensure they’re giving the best service possible. It also includes helping to build good customer relations, Recruiting staff and arranging staff meetings and their training and development, managing a team of customer service staff. My responsibilities are providing help and advice to customers using our products or services, communicating courteously with customers by face-to-face, telephone, email, letter and investigating and solving customers' problems, handling customer complaints or any major incidents, issuing refunds or compensation to customers, report to managers to discuss possible improvements to customer service overall finding ways to measure customer satisfaction and improve services. I also keep and maintain the health and safety policy and hygiene according to prescribed standard. I am keen to most of above discussed role and responsibilities as I have experienced. Moreover the course “Skills for the Workplace” what I am doing at University of Wales Trinity Saint David helping me lot do understand and exercise my job role and duties. The Class lectures and University modules especially Academic and Employability skills assist me lots to gain knowledge and guide me to implement into my work place. It includes different study and employability skills such as time management, excellent communicational skills, interpersonal skills, analytical skills with problem solving, critical thinking, working as a team member, leadership skills. I am glad to have and achieve few skills discussed above and few skills I need to improve mentioned later in this essay.
[Workplace] [University Modules: Academic and Employability skills]


Reflection is a process. It is about discovering and examining experiences and actions. It also deal with perspectives, attributes or communications. It is very important because it gives indication about insight facts and how to develop and achieve goals. Skills such as critical thinking, problem solving which are key to academic and employability successes indorse by reflection. Reflection is one of the key tools for personal development, analyse action or events considering consequences. It gives thoughtful consideration and also achievable by tutors’ remark or from superior colleagues’ at workplace. [Docs.hss.ed.ac.uk, 2018.]
Reflection helps to think so that it gives work knowledge improves job performance. The best understanding of reflection is achievable by SWOT analysis. Accompanying a SWOT analysis for self a lot more enjoyable than it sounds. It won’t take much time, and doing it forces I can think about my role in a new way.  The point of a SWOT analysis is to help and develop a strong strategy considered all of my strengths and weaknesses, as well as the opportunities and threats of my skills and experience I face every day. [Bplans Blog, 2018]
What skills is my strength and what is my weakness and how I will develop and gain opportunities and turn my weakness to strength is about SWOT. In my workplace the specific  time is allocated  for SWOT analysis and reflecting what I did, especially after serving the customer I become thoughtful and ask myself have I given best of my ability? Was that customer actually satisfied? What area I could do best? I ask my manager for his advice in this fact as well as I ask feedback from customer. My manager use to give his opinion as well as I do review customer remark to improve and develop my service towards customer using different skills such as  excellent communication, keep  eye on real fact and details , understand, analyse and solve the problem, critical thinking, and  time management. Furthermore in my class I do ask the relevant and very realistic questions to my tutor about customer behaviour, their choice and rights, the environment, Laws and regulations and to gain and maintain the customer satisfaction and develop relationships. Her charismatic style of understanding and delivering answers based on fact and realistic approach and her experience surely gives me a clear indication about reflection. This transferable skills which I gain from class lecture easily can implement to my workplace for my personal development which is comply with my role and responsibility. [Harvard Business Review, 2018.]

As the basis of learning and development (Englewood Cliffs, Prentice Hall, 1984) In 1984, David A. Kolb, put out a ground breaking book entitled ‘Experiential Learning: experience.’ This book fundamentally uncovered the way of learning through discovery and experience. The theory is called "Experiential learning" to highlight the principal role that experience plays in the learning process. According to Kolb “learning styles are not fixed personality traits, but relatively stable patterns of behaviour which is established on background and experiences.” Kolb uses the term “experiential” as his theory is established more on reflection of experiences. This is how they can be assumed of more as learning preferences, relatively styles. In his learning style he discussed about learning is achieved by diverging, assimilating, converging and accommodating process. Diverging process is concrete and reflective. It derives from innovative and imaginative approach rather than action. It is about feeling such as brainstorming. Whereas assimilating process is reflective and abstract. It is about combination of different thoughts and observations such as creating models or designing project and experiments. Converging is another process which involves practical application of ideas and solving problems. Likes decision-making, problem-solving. Kolb final stage of learning style is concrete and active and it is accommodating dealing users’ trial and error rather than thought and reflection such as discovery learning. Kolb's experiential learning style theory is also represented by a four-stage learning cycle in which the learner 'touches all the bases'. In Kolb learning cycle, the first stages explains about concrete experience deal with  new situation or knowledge is met or a reinterpretation of present involvement whereas the second stage involves of precise importance and any irregularities between experience and understanding called Reflective Observation of the new experience. In this cycle it is also describes Abstract Conceptualization involves reflection gives a new indication, or a reform of an existing abstract concept whereas the final stage is  Active Experimentation shows the learner applies them to the world around them to realise what outcomes are available or going to be achieved. [Www2.le.ac.uk, 2018], [Nwlink.com, 2018].




 In my workplace I relate the Kolb cycle of learning and found Concrete experience that is feeling which Learning from specific experiences when I received telephone call by a customer query about specific product and probable order by phone. Afterwards I realise what is my feeling about and relating this feeling compare to others and also try to realise its sensitive appeals. When he did not able to provide the correct information about the product but expecting I should know then it match to Reflective observation means watching. So I was observing before making a judgment by viewing the environment from different perspectives. Looks for the meaning of things. Meanwhile when I about  to lose my patience  but he still could not able to give me clear idea but raise his voice then I compare this situation to Abstract conceptualization deals with thinking so required logical analysis of ideas and acting on intellectual understanding of a situation. Finally I was taken the decision based on Kolb’s Active experimentation involves ability to get things done by influencing people and events through action. Includes risk-taking. I did ask some questions and use my intellectual and experience and after had taken help from my manager the specific product order has taken. Later on it was found correct when the customer came to collect the order. Moreover in our reflection time which is allocate in the workplace we have ask each other questions what we faced and try to get opinion from others specially from managers and consider their feedback. We also have done SWOT analysis to find out what is our strength and weakness. How we create opportunity and make our weaknesses to be strength. Kolb’s learning cycle equally I have practise in my class as I listen carefully what my tutor try to say and mean in lecture. Follow her guidance and suggestion step by step and practising. And finally I record my thought in a learning log. Furthermore I read and have observations about class work as a part of concrete experience log it and discussing in a group with brainstorming as a result of reflective observation, provide project and presentation as well as doing homework and case study as a result of abstract conceptualisation and active experimentation respectively as per Kolb’s learning cycle. 
[Workplace practice to comply with policy: Mowglis Indian restaurant.], [Class Lecture, home work and modules: Skills for the Workplace course provide by UWTSD.]

The course- Skills for the Workplace, I found it very effective for myself especially in the module of academic and employability skills. To make myself knowledgeable and confident, modernise and competent for the current job market this part of this course is very relevant and have great importance. Here I gain academic and employability skills such as teamwork, good communicational skills, time management, Information Technology skill, Critical thinking, problem solving skills, presentation skills. Here I have the opportunity to research through books, internet about many things relevant to academic and employability skills that definitely increase my knowledge and practise in workplace enables experience. I like almost all of my subjects but I really enjoy doing presentation skills. As my dream job is Customer Service Manager so I think it does help me lot as it overcome my fears, boast up my confidence and it is also provide a platform to show leadership style and skills. The feedback from lecturer is really helpful.
I am using secondary research method to do my assignment and management report as it involves books and internet, journals and documentaries from you tube. This course about academic and employability skills so the knowledge need to acquire from more research and experience from different source such as class lecturer, books from library or internet as well as searching google. This secondary research method has involves with vast area and up to date information that it suitable for make appropriate assignment whether it is essay or management report.
Despite I like and enjoy all most everything in this part of the course but the establishment I do not like.  The standard of learning style and process are good but lack of facility such as library, canteen, and administrative office hampering my study. I cannot find relevant books in my area, off time need to be spent outside despite weather condition or distance, cannot get instant information or help which is indirectly link with study such as absent from class or deal with emergency even cancellation of lecture for many reasons. Hope it will be resolve soon. 


I am glad as I have such an opportunity to study in this course. I am gaining knowledge and also become more experience in my workplace using this knowledge. Here I am gaining different skills such as excellent communicational skills, teamwork, IT skills, and leadership skills. I am enjoying my course and I come to know which is my strength and weakness and how I make my weaknesses to strength. I need to work on more on communicational skills as it is core skills for customer service manager- my dream job. Currently I have good communicational skills but it need to be improve as excellent or even outstanding. Secondly I need to improve my Information technology skills as it is vital skills in current job market. Particularly lack of excellent communication skills and IT skills hindering my job as I facing challenge.
I will emphasise and have aim to gain leadership skills as it is the combination of different skills such as critical thinking, problem solving, make relationship with colleagues and customers, IT and presentation skills. Strong Leadership style confirmed time and people management skills operative at prioritising and organising workload, ability to form strong working relationships and influence cross-functionally at any levels. It also shows personality, self-believing and confidence to exceed customer satisfaction and improved service. I aim to develop qualities such as assertiveness, adaptability, intelligence and thoroughness. clear vision, utilizing own strengths and gifts, set role model or definitive goals and follow concrete action plans, maintain a positive attitude with passion and continue to educate and improve myself by researching more about leadership skills through reading books and journals with up to date information, watching video clips via you tubes, classmates and tutor’s feedback and managers’ feedback from workplace.  [Buj, M., 2018.]
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