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[bookmark: _Toc101886037]Task 1: Presentation 
[bookmark: _Toc101886038]Introduction 
· The report is based on the self-reflection on the academic learning of the course and it is quite significant as it is the main key to self-awareness.  
· A SWOT analysis will be performed to discuss my strengths, weaknesses, threats as well as opportunities. 
· I will discuss my employability skills that are associated with the job role of customer service representative along with my personal development plan. 
Sn: The overall report is the reflection that presents the learnings that I have acquired through the course. Employability skills are defined as the set of necessary skills that are needed by the individual while the time of getting employed. The report will cover the experiences that I gained from the learning process. Additionally, I will be also discussing multiple things that I liked in this module. 
[bookmark: _Toc101886039]Analysing employability skills in relation to the intended career
· Employability skills are mainly the soft skills that individuals use in their workplace. 
· Two of the employability skills that are required for becoming a customer service representative are persuasive speaking skills as well as empathy (Sutherland et al. 2020).
· While learning in this session I learned adaptability and the way of utilizing positive language. 
Sn: I have good problem-solving skills that will help me to respond to customers in a timely manner. I also possess empathy which provides me the ability to understand the emotions of other people. Thus, these two skills will surely help me to pursue my career as a customer service representative. 
[bookmark: _Toc101886040]Personal SWOT
	Strengths 
· I have good communication and problem-solving skills 
· I can ask the key questions from the customers 
· I am fully committed to the success of the client's brand 
	Weaknesses 
· Lack of knowledge in particular software such as Ms. Excel and Ms Word
· Lack of writing skills in academic writing and presentations 
· Lack of work experience in the field of the customer service representative 

	Opportunities 
· Customer service representative is a new field with improving job prospects 
· Work experience as a customer corresponds to the niche skills that are highly demanded in the market 
· There is also an additional opportunity of working as a customer representative for the multiple clients
	Threats 
· The huge number of hireable candidates in this field 
· High turnover rate for the entry-level customer service representative positions


Table 1: SWOT analysis 
(Source: Self-Created)
[bookmark: _Toc101886041]Discussing skills that already exist
· I already have problem-solving skill that will help me to provide pre-emptive solutions and advice to the customers. 
· I also possess emotional intelligence skills that will help me to build stronger relationships and resolve conflicts. 
· Proper communication skills are important in the field of customer service as this skill will enable the student to have productive exchanges that meet the requirements of the customer (Hargie et al. 2017). 
Sn: As customers do not self-diagnose their issues thus, my problem-solving skill will help me to get success in my chosen field. I also have the adaptability skill that will help me when I work directly with the public. This skill helps me to maintain my mental flexibility in various situations. 
[bookmark: _Toc101886042]Determining the skills gaps and ways to improve in order to be successful in the chosen field
· Attentiveness is the skill gap that is quite crucial to becoming a better customer service representative it is quite advantageous too as it provides the ability to facilitate conflict resolution and establish a culture of communication. 
· The way to improve this skill includes eliminating distractions along with minimizing multitasking. 
· I also have a skill gap in taking responsibilities that is crucial for customer service representatives as it improves self-esteem as well as the sense of teamwork. 
Sn: Thus, to improve the writing skills it is quite important to become direct in writing along with choosing the words wisely. Hence, improving both skills can help in strengthening the customer service skills along with improving the interactions with customers. 
[bookmark: _Toc101886043]Personal development plan
· A personal development plan is like an action plan that helps to determine the goals of individuals along with the objectives they want to acquire (Grit et al. 2019). 

	Objective 
	Action 
	Criteria and resources 
	Obstacles 
	Time-bound 

	To attain problem-solving skills 
	My problem-solving skills can be enhanced by determining the problem along with conducting proper research and practices that are present behind the problem. 
	My resources will involve blogs, articles and different news reports 
	Less time to accomplish the goal, and a lack of follow-up process 
	2 months 

	To attain proper communication and reading skills 
	My PDP plan will consist of reading books and journals for 3 months which would help me to enhance my communication skills as it is a crucial aspect of a customer service representative. 
	My resources will include different books and journals 
	Lack of transparency along with cultural differences 
	1 month 



Table 2: PDP plan
(Source: Self-created)
Sn: I will also explore my interests in the field of customer service with more emphasis on data analytics. I will try to attend one regional conference that is based on customer service. 
[bookmark: _Toc101886044]Conclusion
· On the concluding note, it could be said that the study discussed the academic and employability skills that are required to become a good customer service representative. 
· A personal SWOT analysis has been performed to highlight the strengths and weaknesses and explore the opportunities. 
· Different skills have been discussed that are already possessed by me and the skill gaps are also determined along with the strategies to improve them. 
Sn: The study also shows a personal development plan that can help me to become successful in the field of a customer service representative.

[bookmark: _Toc101886045]Task 2: Report 
[bookmark: _Toc101886046]Reflect on your learning in this module by implementing Kolb’s reflective model
Reflecting on the learning, developed through the exploration of the three knowledge areas including time management, utilisation of information gathering and library, development of academic writing skills, and the ability of public speaking and presentation has been discussed below. In determining the learning experiences gathered through this module, my reliance on Kolb’s reflective model is shown in this report by focusing on the four components of this cycle in particular. According to Morris (2020), the experiential learning components embedded in this project includes- concrete experience, critical reflective observation, abstract conceptualization, and active experimentation. Relying on these four elements of experiential learning in Kolb’s model I have shed light on my learning experiences in each of the below-mentioned topic areas- 

Figure 1: Koln’s reflective model stages of learning
(Source: Self-developed)
· Time management skills
Time management skill is an important aspect of organizing the study that the students need to master. For efficient time management, the student requires to utilize wall planners and reliable tools that can continuously remind the work of the students that are needed to be done. Time management is mainly referred to as the method of organizing and planning the work and dividing the time between different activities (Sainz et al. 2019). Strong time management skills help in building a solid reputation and moving forward in the workplace. Hence, through the time management skills, the students can make efficient use of time for arriving at the desirable outcomes by proper allocation of time and accomplishing the task effectively.
Application of Kolb’s on the learning of time management skills
Concrete Experience
Pursuing my learning on the topic of developing time management skills in this module I have recognised my necessity of developing effective time management skills in delivering tasks within the expected time period. While delivering a unit assignment I have faced complications in delivering the task within the desired time frame due to my failure in managing the tasks effectively. 
Reflective Observation
Reflecting on the described situation I have realised a significant necessity for me to be able to manage time effectively to avoid delaying project delivery. The allocated task submission time involved the completion of multiple sub-tasks that I somehow failed to accomplish within the given time limit which alarmed me about this skill gap in my personal and academic skill development. 
Abstract Conceptualisation
This learning experience has developed my knowledge about time management and its effectiveness in completing projects accurately within a given time limit.  As identified in Adams and Blair (2019), greater time management is the key to academic excellence and achievement of the greatest academic performances by students. The learning of this module has helped me in knowing about the Pomodoro time management technique that can allow an individual in managing tasks by dividing them into chunks which I could have executed to avoid the failure in task delivery on time.
Active Experimentation
Developing the knowledge of time management skills and the Pomodoro technique through this learning module, I will now be able to execute my future assignments within an allocated time period. Skills such as effective planning, and establishing a system for managing time will prove to be beneficial for me in my future professional field. However, I am still required to apply the learning developed through the Pomodoro model in a broader academic context to successfully develop the discussed skill.    
· Using the library and gathering information 
During the time of preparing reports and presentations the students of the university need to collect a plethora of information and data. Thus, the students need to build appropriate skills that can help them to gather relevant information and utilize them in their work. Hence, the student can gather the information by asking relevant questions regarding the topic as well as exploring different resources. The student can opt for multiple sources of information such as libraries as well as the internet. 
Application of Kolb’s on the learning concerning the use of the library and information gathering
Concrete Experience
Utilisation of library for information gathering is another significant area of learning that I have managed to cover in my module learning while recognising their importance in conducting research. I have stumbled upon the task of collecting informative data while conducting research on a business management topic which made it difficult for me to decide upon suitable and reliable information sources. 
Reflective Observation
Observing this experience of mine I have identified my restricted knowledge about data collection and reliable sources of data in particular that I have failed to gather while conducting a research work due to lack of sources.
Abstract Conceptualisation
The learning related to the importance of the library in this module has made me aware of the book sources that are available in both offline and e-book libraries, bearing valuable information on research interests. On the other hand, I have also learnt about various other information sources such as journals, newspaper articles, websites, and others in information gathering. 
Active Experimentation
The knowledge about gathering data through multiple sources as well as physical and virtual libraries will further help me in performing research on other topics in future.
· Development of academic writing style 
Developing academic writing skills is quite important as it improves communication skills. It is considered to be one of the most crucial skills that students need to master during their higher education (Rakedzon et al. 2017). It generally includes developing the most appropriate style of writing. Thus, the students can enhance their writing by gathering valuable information and then analysing the literature for arriving at the findings that are associated with the report.
Application of Kolb’s on the learning of academic writing style
Concrete Experience
A concrete experience is developed by me in this module in relation to the study of developing academic writing skills that have helped me in developing mine. In my task of writing a business report, I did not have any prior knowledge of the structure to be followed in writing a business report which led me to my development of this academic writing skill.
Reflective Observation
The discussed learning experience has woken me to the realisation of knowing the ins and outs of writing various types of academic papers which I would have done better if I had any prior knowledge of that. 
Abstract Conceptualisation
Students are required to have expertise in writing academic assignments and other papers to achieve excellent academic performances (El-Sobky, 2021). This reflects the necessity of developing academic writing skills such as - essay writing, report writing, and writing of research papers by me to score well in my academic pursuits.
Active Experimentation
The lessons of writing essays, reports, and research papers in this module will be applied by me in writing business papers and assignments during my academic period to not only enhance my writing skills but also gain good marks in my submissions.  
· Public speaking and giving presentations 
Students who are pursuing higher education require expertise in communication as well as giving presentations. This is quite necessary for the student when they undertake the presentation of their reports as well as assignments. It is quite often required during higher education as students must present their learning from reports to the entire class. While giving the presentation the communication is needed to be simple and short sentences must be used to provide proper guidance. Hence, before public speaking and giving a presentation the students need to rehearse and remember all the key points that can avoid fumbling and enhance the performance.
Application of Kolb’s on the learning of public speaking and presentation
Concrete Experience
Experiences gathered through the topic of public speaking and delivering an effective presentation in the module have been a great learning experience for me. While performing a Powerpoint presentation task in this module, I have identified my fear of speaking in public in presenting the presentation.   
Reflective Observation
Demonstrating my reflection on this experience I have acknowledged the necessity for a student to have the confidence to speak in front of other people while presenting their own work. I have also identified my requirement of presentation skills in making a work visually appealing.
Abstract Conceptualisation
Conceptualising this learning experience in this module has developed my understanding of ways to deliver attractive work presentations through infographics, tables, charts, and images. On the other hand, the lectures of my professor have also assisted me in learning to deliver speeches in public with confidence and enough knowledge about the topic of presentation. Thus, the student requires extensive skills in communicating as well as the ability to present the information appropriately. During public speaking in presentation, the student needs to use precise as well as short words. Moreover, the student must avoid the keywords as well as the jargon. The tone of communication requires to be affirmative with respect to complying with the visual aid as much as possible (Kelsen et al. 2019).
Active Experimentation
Communication is considered an integral part of presentation; thus, the students require to influence their skills for ensuring that they can present their information concisely to the targeted audience. I will be able to apply this knowledge of presentation and public speaking in my future academic tasks and in my professional life ahead as a consumer service representative.
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