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Promotion readiness: 7/10 — Mostly ready — address the gaps before the
conversation.

You have two confirmed blind spots owned with precision, a client retention moment that sits clearly above your
current grade, and a leadership story that maps directly onto what this role is asking for. The gap is direct line
management evidence — the spec names coaching and developing junior staff as a core requirement, and the
Strengths Record doesn't yet contain a confirmed story there.

YOUR STRENGTH SIGNATURE

You read a situation before you act in it — whether that's a resistant room, a fractured team, or a failing
process — and that diagnostic discipline is what makes your communication land and your changes stick.
What you have built here is a pattern of influence that doesn't depend on authority: you move people by
understanding what's driving them first.

YOUR PROMOTION CASE

The Customer Service Manager spec is asking for someone who can lead and develop a team, manage high-
priority escalations, diagnose and improve operational processes, and communicate clearly upward to branch
leadership. What you have built here maps onto all four. Your Leadership blind spot, owned and articulated, is
your readiness evidence for the mentoring and team development requirement. Your Listening discipline is your
readiness evidence for escalation management and process diagnosis. Your Speaking story demonstrates you
can prepare and deliver the kind of operational reporting this role requires. The gap to close before the
conversation is a confirmed story of developing a junior colleague.

PROMOTION STATEMENT

I'm already operating at the level this role requires in the areas that matter most. I've led process
improvements that cut turnaround time and retained a client under pressure, brought a fractured team back
to full unity by rebuilding confidence rather than assigning blame, and persuaded resistant senior
stakeholders by doing the diagnostic work first. Two of my strongest assets — Leadership and Listening —
didn't make my own list initially, but my peers identified them, and I've since deployed both deliberately. I'm
ready to take this further in a role where the scope matches what I've already been doing.

DEMONSTRATED IMPACT

You have retained a client under pressure by prioritising ruthlessly and moving fast — a moment that sits
clearly above the scope of your current role. You have led a process improvement that generated measurable
time savings for both the business and the team running it, and you have persuaded a room of resistant senior
directors to approve additional budget by leading with financial evidence rather than creative appeal. These are
not competencies in development — they are confirmed outcomes.
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HOW TO MAKE YOUR CASE

Strategic sequencing for this promotion conversation — which strength to surface first and why.

Leadership [LEAD]

The spec's first named requirement is leading and developing the team — and your Leadership blind spot, now owned with
precision, is your most distinctive readiness signal for this conversation. Surface the half-time approach as a method, not a
moment — quiet, confidence-building, blame-free — so the manager hears a repeatable leadership posture, not a one-off
story.

Listening [SECOND]

The spec names conflict resolution and managing high-priority escalations — and your 'diagnose before acting' discipline is
the most credible evidence you have for how you'd handle both. Connect the proposals process diagnosis explicitly to the
escalation management requirement — what you have built here is a confirmed habit of finding the real problem before
touching anything.

Speaking [SUPPORT]

The spec requires preparing operational reports for branch leadership — and your ROI-led director pitch is your most direct
evidence of communicating upward to a resistant senior audience. Frame the director pitch not as a creative win but as a
discipline — you knew what mattered most to that room and you led with it; that's the same discipline branch reporting
requires.

Planning [CREDIBILITY POINT]

The spec names operational efficiency as a requirement, and your logistics story and proposals process work together to
demonstrate you deliver under resource pressure without losing composure. Use Planning as the evidence that your
leadership and listening aren't just instincts — you back them with fast, structured thinking when the situation demands it.

YOUR STRENGTHS
Speaking

You persuade resistant audiences by doing the diagnostic work beforehand — leading with what matters most to the room,
not what matters most to you.

Five of six peers selected Speaking, including Maya Patel, who named this directly. When you presented a
social media budget case to a room of senior directors who were sceptical of the entire initiative, you didn't lead
with the creative concept. In your own words: "l knew that the money would be the most important factor so |
had researched the probable ROI and was well armed with information before I got in there.” The directors
approved a budget increase on the spot. You consistently frame your communication around what will move the
specific audience in front of you.

Talking point: When | presented the social media budget case to the directors, | knew the creative concept alone wouldn't
move them. So | researched the probable ROI before | went in, built a visual story they could follow, and closed on the
financial case. They approved a budget increase on the spot — and the additional resource meant the team could do a
significantly better job. That's the same framing I'd use for operational reporting here: lead with what the branch leadership
actually needs to see, not what's easiest to present.

Planning
You deliver under pressure by stopping to think before acting — working out what you have access to and mobilising it fast,
even when there's little to offer people in return.

Peter Chen and Dr. Sarah Miller both selected Planning. When two drivers pulled out before a run of three away
games in a single week, the logistics schedule had to be rebuilt in two hours. In your own words: "I needed help
so | got out my contact list and started ringing people best placed to assist. | needed to appeal to their better
nature and convince them that their help was essential." Every fixture was made on time and the team felt zero
stress. You operate calmly under resource failure by working with what actually exists, not what should exist.

Talking point: When two drivers pulled out before a week of away games, | had two hours and no obvious solution. |
stopped, worked through my contact list, and started calling the people best placed to help — appealing to their better
nature because there wasn't much else to offer them. We made every fixture on time and the team felt zero stress
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throughout. When resource fails in this role — and it will — that's the discipline | bring: stop, assess what you actually have
access to, and mobilise it fast.

Leadership
You lead by steadying people rather than directing them — rebuilding confidence in a moment of pressure rather than
assigning blame, and that is what this role's mentoring and escalation requirements are actually asking for.

This strength came from your peers — it didn't make your own list.

Marcus Wright identified this as a strength you didn't put on your own list. At half-time during a losing game,
with the team arguing and morale collapsing, you chose not to shout. In your own words: "I spoke quietly and
authoritatively to describe the problem we were in. Instead of just yelling and assigning blame, | reminded them
of how we'd succeeded in earlier games and rebuilt their confidence that we could pull the fat out of the fire."
The team didn't win — but they played the second half with total unity. You lead by anchoring people in what
they've already shown they can do.

Talking point: | didn'tinitially see this as a strength, but Marcus named what I'd done at half-time and | recognised it for
what it was. The team was arguing, morale had gone, and | had one interval to turn it around. | didn't shout and | didn't
assign blame — | spoke quietly, reminded them of what we'd already shown we could do, and rebuilt their confidence that
we could still pull it back. We didn't win, but we played the second half with total unity. That's the approach I'd bring to
developing junior staff here: building confidence rather than managing failure.

Listening

You treat critical feedback as diagnostic information rather than a verdict — going back to the source to fully understand it
before acting, which is what separates a well-intentioned response from a correct one.

This strength came from your peers — it didn't make your own list.

Dr. Sarah Miller identified Listening as a strength you didn't initially claim. In a complex seminar on semiotics,
you absorbed dense critical feedback on your thesis proposal without becoming defensive. In your own words:
"First job was to make sure | really understood the feedback and how the thesis would need to be changed. |
discussed that with Sarah and then had a much better picture of where I'd gone wrong." The revised paper
earned a First. The pattern is consistent: you return to the source before you act, and that discipline is what
makes your revisions — and your process changes — land correctly.

Talking point: | didn't initially put Listening on my list, but Dr. Sarah Miller's observation made me recognise something
important: going back to the source before acting isn't just courtesy — it's what stops you from fixing the wrong thing. When
the seminar feedback came in on my thesis, my first move was to make sure | fully understood what needed to change, not
just respond to the surface critique. The paper earned a First. | used exactly the same discipline before driving the proposals
process change — finding out what was causing pain on both sides before touching anything.

BLIND SPOT AWARENESS
Strengths others have recognised in you that you haven't seen yourself.

Leadership

| didn't initially put Leadership on my list, but when Marcus named what I'd done at half-time | recognised that
the approach I'd taken — quiet, specific, focused on what we'd already proved we could do — was a deliberate
choice, not just a reaction. I'd bring exactly that to developing junior staff in this role.

"l spoke quietly and authoritatively to describe the problem we were in. Instead of just yelling and assigning blame, |
reminded them of how we'd succeeded in earlier games and rebuilt their confidence that we could pull the fat out of the
fire."
Listening

Listening didn't make my own list either, but Dr. Sarah Miller's observation made me recognise that going back
to the source before acting isn't just politeness — it's what stops me from fixing the wrong thing. I've since used
that same discipline when diagnosing process failures.

"First job was to make sure | really understood the feedback and how the thesis would need to be changed. | discussed
that with Sarah and then had a much better picture of where I'd gone wrong."
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PROMOTION CONVERSATION GUIDE
How to frame your case with someone who already knows your work

1. The proposals process improvement is your clearest above-grade evidence — you diagnosed what was
causing pain on both sides before touching anything, drove the change, and the result was measurable.
Name the time saving explicitly and connect it to the client experience outcome the spec is asking you to
own.

2. Your Leadership blind spot is an asset in this conversation, not a risk. Marcus named it; you've now claimed
it. Frame it as a deliberate approach — quiet, confidence-building, focused on what people have already
shown they can do — and connect it directly to the mentoring requirement in the spec.

3. Your Listening discipline is what makes your escalation management credible. Before you fixed the
proposals process, you found out what was actually causing it to fail. That's the same discipline a
Customer Service Manager needs when a high-priority client issue lands — diagnose before you act.

THE CONVERSATION TO BE READY FOR

Questions your manager is likely to raise — and how to meet them.

You've talked about the proposals process — how confident are you that you're the one who drove that,
rather than just contributed to it?

You can own this

The framing shift needed here is from participant to architect. What you have built is a confirmed sequence: you diagnosed
the pain on both sides first, then drove the change, then the result followed. Lead with the diagnosis — that's what
distinguishes someone who improved a process from someone who was present while it improved. The client retention
outcome is your closing evidence that the stakes were real and the impact was yours.

Draws on: Planning

I know the half-time story — but how do you see that translating to managing a team day to day, rather
than in a one-off moment?

You can own this

The manager is probing whether you can extend a single high-pressure moment into a sustained leadership approach.
What you have built here is a consistent behavioural signature: you rebuild confidence rather than assign blame, and you do
it by anchoring people in what they've already demonstrated. Frame it as a method, not a moment — quiet, specific, focused
on capability rather than failure. The spec names coaching and team growth explicitly; this is your direct answer to it.

Draws on: Leadership

When a client issue escalates and the team is under pressure, how do you decide what to do first?

You can own this

This is your Listening and Planning strengths in combination, and you have confirmed articulations for both. What you have
built here is an ‘understand before acting' discipline that shows up across multiple situations: you go back to the source, find
out what's actually driving the problem, then move. Lead with the proposals process story as your diagnostic evidence and
the client retention outcome as your pressure evidence. The manager is probing for composure and judgment — both are
present in your record.

Draws on: Listening

Have you had direct responsibility for developing or coaching a junior member of staff — not just
leading peers?

Worth establishing first

This is the clearest gap between your Strengths Record and the spec. The role names leading, training, and developing the
customer service team as its first responsibility. Your leadership evidence is peer-facing and sports-context — both credible,
but neither is a confirmed story of developing a junior colleague in a professional setting. Before this conversation, identify a
specific moment where you have coached, mentored, or formally supported someone more junior than you at work. If that
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moment doesn't exist yet, create it deliberately and confirm the outcome before you go in.

How comfortable are you preparing and presenting operational reports for branch leadership — client
satisfaction metrics, team performance data?

Worth establishing first

The spec explicitly names preparing operational reports for branch leadership as a requirement. Your Speaking story
demonstrates you can build and deliver a data-led case to a senior audience — that's transferable. But the Strengths
Record contains no confirmed story of producing a structured operational report with metrics. Before this conversation,
identify whether you have done this in any form — even informally — and frame it. If not, acknowledge the gap directly and
describe how your ROI research discipline and data approach translate to this requirement. Don't leave the manager to
draw that connection themselves.
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