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Introduction  

The report includes the learning process from the reality of different skills for working in an organization. In order to work for reputed organizations, employees have to have the ability to handle new and unacceptable situations quickly and turn the situation in favor of the organization (Special Issue Leadership Journal: Indigenous Leadership, 2014). As a Customer Care Manager at Uber, I needed to learn effective communication skills, problem-solving skills, interpersonal skills, professionalism, team working skills and for learning those skills, I applied Gibb’s Reflective Cycle process. I received positive feedback from colleagues, supervisor and the customers for my service to them.
[bookmark: _Toc28430876]Reflective Evaluation 
The organizations of modern days now look for employees who can handle new and unacceptable situations quickly and turn the situation in favor of the organization (Coughter, 2012). Skills are the most sought-after things expected from the employees (Turner and Ross, 2017). As a Customer Care Manager at Uber, I needed to learn some skills related to my job task and learn from the experience. Those skills were very required for my role play as a Customer Care Manager at Uber. For learning those skills, I applied Gibb's Reflective Cycle process to learn from reality. Gibb's Reflective Cycle is an effective process to learn from experience (Tahan, 2018). I started by defining my situation and learned the skills and how would I react if I faced the situation again.   
[image: ]
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Source: https://www.ed.ac.uk
I want to learn the problem-solving skill to face angry customers during my working hours. This is because as a Customer Care Manager at Uber, I need to handle customers from different cultural backgrounds. Learning problem-solving skills is a continuous process (Faux, 2013). This is not something you can learn from a training course. Obviously, training courses are sometimes helpful but this learning completes when one learns the thing by his or her own effort (Hahn and Ang, 2017). So, I am going to focus on the six issues related to any problems I face at my workplace. These will be like 1) Defining the problem and understanding root causes the problem, 2) Brainstorming to find solutions, 3) Analyzing the problem and related issues, 4) Situational analysis and managing the associated risks, 5) Creating strategies to solve the problem, 6) If possible, turning problems into opportunities. I will need support from my colleagues for brainstorming purposes and analyzing the problem. Apart from that, I will also need to have support from some related theories related to effective problem-solving skills to have some theoretical knowledge on this issue. My success criteria will be customer satisfaction and feedback. This I will be able to achieve by requesting customers who have taken customer care service from me to give feedback about my service to them in case of solving their problems. If they give positive feedback for my service, I will consider that as my success criteria of learning problems solving skills.
I wanted to learn effective communication skills so that I could express my feelings and thoughts properly with everyone, especially with the customers. In a customer care management position, all the employees have to be very expressive and cooperative with the customers to solve their problems. So, learning effective communication skills was a must for me to play the role of Customer Care Manager at Uber. In order to learn effective communication skills, I did several things including making my communication a priority. This involved reading some books, articles, magazines, etc. and sought support from a mentor. The second thing that I did that I tried to engage listeners or readers during my conversation. I maintained a proper body language and non-verbal communication tactics to make my communication more effective to the listeners. The most important thing that I did was I made the counterparty realize that I had a clear understanding of the topic I was talking about. I was very much confident about my content and was very friendly to everyone.
I needed support from my colleagues and friends to practice my communication learning process. As I believed that learning communication skills were purely a matter of practicing. The more I practiced the more I could develop my communication skills. I took support from some books related to cultural differences and non-verbal communication processes to have proper learning of effective communication skills. The success criteria whether my communication skill was improved or not could easily be measured. I had to manage customers with different problems related to our services. To solve those problems, I needed to first realize their problems and then communicate our business policy to them. Here, customers were sometimes very angry that I needed to manage. Once I developed my communication skills at the organization, customers' feedback about my service was in favor of me which was only possible due to having good communication and understanding between me and the customers.       
I also wanted to learn the interpersonal or people skill to handle all the customers were usually commuters or drivers. Here, interpersonal or people skill means the right way to interact and behave with others (M. Malaimakuni, 2016). I had to manage customers of a different class, I needed to have a generally acceptable manner or interpersonal skill. That skill was mostly needed to understand what the customers really wanted from us and my organization's policy matched with customers' claims.
I knew that in order to learn effective interpersonal skills, I had to have a positive attitude. Even I faced a difficult situation and angry customers, I had to be very positive and solve the customers' problems accordingly. The next thing I had to do was learning an easy and simple way to solve the problem. The goal was not to through the customers in trouble with the red tape. I needed to be more appreciative and not to have a mindset of complaining about the situation. For doing that I had to cooperate with my colleagues and took their help to learn the process initially. I needed support from my colleagues and friends to learn interpersonal skills. 
Everything I learned was reflected in the customer feedback and appreciation from my supervisors. As I was getting positive feedback from the customers and the customers were happy with my behavior to them, I realized that I was able to have good interpersonal skills. Some of the loyal customers even waited for me to solve their customers' problems while some of my colleagues were free to solve their problems. The customers waited for me when I would get free time and solve their problems. So, becoming favorable to the customers was one of the success criteria for me.
To continue my job with this organization, I had to learn professionalism to handle the customers. Professionalism means being humble and behaving in a matured way in the workplace (Sahoo, 2018). Professionalism does not confine itself in the behavior process only, rather it is a combination of technical skills, knowledge of a subject matter. I had to cultivate professionalism as a Customer Care Manager at Uber as many customers and drives were prone to talk with us over the phone. As they did not see us, we had a build trust among themselves and listened to their problems carefully. The ultimate objective was to protect interest from both sides. Learning professionalism was a must to carefully handle the customers. 
I knew that if I wanted to improve my professionalism in the workplace, I needed to be productive in the workplace. That means I had to do my assigned job tasks first within the given time limits. I then began to maintain work habits at my organization and demonstrate integrity. I then began to develop self-awareness and resilient to make a tie with the organization and the customers. Overall, I needed to concentrate on my job and do whatever appropriate to accomplish my job tasks. 
For becoming more professional, I needed to take advice from the supervisor and observe the behavior of senior colleagues while they deal with the customers. Professionalism does not come to one's behavior overnight. Rather it is a gradual process that is needed to build over time. I also take support from some of the online-based tutorials to learn the fundamentals of having high professionalism in the workplace. The success criteria of this skill were how much I was able to protect the interest of the organizations and the customers. That means the organization always wanted to serve the customers best but that did not mean that customer care managers would achieve that by harming the organization financially. So, there needed balancing of the interest of both sides.
I order to do my job as a Customer Care Manager at Uber, I had to have the ability to work on a team. As the whole Customer Care Division at Uber seemed like a team wanted to achieve some goals, I had to cultivate my team working ability to continue to my job there. For doing that I was trying to contribute to my team and began to take my responsibility seriously. I was trying to communicate with the team leader if anything went out of understanding during the teamwork. I also maintained high cooperation with my teammates to accomplish my objective.
The support I needed to from my team leader and from other teammates to cultivate my team working ability. I also took help from my supervisor to understand the broader perspective of my team’s goals. The success criteria included appreciation from my team leader and the attainment of my assigned teamwork. As all the team members were happy with me including the team leader, I realized that I was able to learn the team working ability at this workplace.           
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From the above discussion, it can be said that to continue my job with this organization, I had to learn effective communication skills, problem-solving skills, interpersonal skills, professionalism, team working skills and me was very much successful in learning these skills from reality.  Everything I learned was reflected in the customer feedback and appreciation from my supervisors and colleagues and I was getting positive feedback from the customers and the customers were happy with my behavior to them. As I was able to contribute to my organization by using these skills, I was successful at my role-playing in the organization.
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	What do I want/need to learn?
	What will I do to achieve this?
	What resources or support will I need?
	What will my success criteria be?
	Target dates for review and completion

	I want to be more assertive with people so that I feel more confident about my behaviour and skills, especially in situations where I need to negotiate.

	I will investigate assertiveness training courses in my area and attend one that suits my need; I’ll also buy and read “How to be Assertive in Any Situation” by Sue Hadfield and Gill Hasson.
	Support (financial and time) from my manager
	I will be able to successfully negotiate competitive rates with supplier, e.g. recruitment agencies and training providers.
	End of June 2020

	I want to learn problem solving skill to face angry customers during my working hour. This is because as a Customer Care Manager at Uber, I need handle customers from different cultural background.  






	Learning problem solving skills is a continuous process. This is not something you can learn from a training course. Obviously training courses are sometimes helpful but this learning completes when one learns the thing by his or her own effort. So, I am going to focus on the six issues related to any problems I face at my workplace. These will be-
1) Defining the problem and understanding root causes the problem.
2) Brainstorming to find solutions. 
3) Analysing the problem and related issues. 
4) Situational analysis and managing the associated risks. 
5) Creating strategies to solve the problem.
6) If possible, turning problems into opportunities.    
	I will need support from my colleagues for the brainstorming purposes and analysing the problem. Apart from that I will also need to have support from some related theories related to the effective problem-solving skills to have some theoretical knowledge on this issue.  
	My success criteria will be the customer satisfaction and feedback. This I will be able to achieve by requesting customers who have taken customer care service from me to give feedback about my service to them in case of solving their problems. If they give positive feedback for my service, I will consider that as my success criteria of learning problems solving skills.   
	End of June 2020

	
I wanted to learn effective communication skills so that I could express my feelings and thoughts properly with everyone, especially with the customers. In a customer care management position, all the employees have to be very expressive and cooperative with the customers to solve their problems. So, learning effective communication skills was a must for me to play the role of Customer Care Manager at Uber. 



	In order to learn effective communication skills, I did several things including making my communication a priority. This involved reading some books, articles, magazines, etc. and sought support from a mentor. The second thing that I did that I tried to engage listeners or readers during my conversation. I maintained a proper body language and non-verbal communication tactics to make my communication more effective to the listeners. The most important thing that I did was I made the counterparty realize that I had a clear understanding of the topic I was talking about. I was very much confident about my content and was very friendly to everyone.

	I needed support from my colleagues and friends to practice my communication learning process. As I believed that learning communication skills were purely a matter of practicing. The more I practiced the more I could develop my communication skills. I took support from some books related to cultural differences and non-verbal communication processes to have proper learning of effective communication skills.

	The success criteria whether my communication skill was improved or not could easily be measured. I had to manage customers with different problems related to our services. To solve those problems, I needed to first realize their problems and then communicate our business policy to them. Here, customers were sometimes very angry that I needed to manage. Once I developed my communication skills at the organization, customers' feedback about my service was in favor of me which was only possible due to having good communication and understanding between me and the customers.       

	End of June 2020

	I also wanted to learn the interpersonal or people skill to handle all the customers were usually commuters or drivers. Here, interpersonal or people skill means the right way to interact and behave with others. I had to manage customers of a different class, I needed to have a generally acceptable manner or interpersonal skill. That skill was mostly needed to understand what the customers really wanted from us and my organization's policy matched with customers' claims.



	I knew that in order to learn effective interpersonal skills, I had to have a positive attitude. Even I faced a difficult situation and angry customers, I had to be very positive and solve the customers' problems accordingly. The next thing I had to do was learning an easy and simple way to solve the problem. The goal was not to through the customers in trouble with the red tape. I needed to be more appreciative and not to have a mindset of complaining about the situation. For doing that I had to cooperate with my colleagues and took their help to learn the process initially. 

	I needed support from my colleagues and friends to learn interpersonal skills. 
	Everything I learned was reflected in the customer feedback and appreciation from my supervisors. As I was getting positive feedback from the customers and the customers were happy with my behavior to them, I realized that I was able to have good interpersonal skills. Some of the loyal customers even waited for me to solve their customers' problems while some of my colleagues were free to solve their problems. The customers waited for me when I would get free time and solve their problems. So, becoming favorable to the customers was one of the success criteria for me.

	End of June 2020

	

To continue my job with this organization, I had to learn professionalism to handle the customers. Professionalism means being humble and behaving in a matured way in the workplace. Professionalism does not confine itself in the behaviour process only, rather it is a combination of technical skills, knowledge of a subject matter. I had to cultivate professionalism as a Customer Care Manager at Uber as many customers and drives were prone to talk with us over the phone. As they did not see us, we had a build trust among themselves and listened to their problems carefully. The ultimate objective was to protect interest from both sides. Learning professionalism was a must to carefully handle the customers. 


	I knew that if I wanted to improve my professionalism in the workplace, I needed to be productive in the workplace. That means I had to do my assigned job tasks first within the given time limits. I then began to maintain work habits at my organization and demonstrate integrity. I then began to develop self-awareness and resilient to make a tie with the organization and the customers. Overall, I needed to concentrate on my job and do whatever appropriate to accomplish my job tasks. 

	For becoming more professional, I needed to take advice from the supervisor and observe the behaviour of senior colleagues while they deal with the customers. Professionalism does not come to one's behaviour overnight. Rather it is a gradual process that is needed to build over time. I also take support from some of the online-based tutorials to learn the fundamentals of having high professionalism in the workplace.

	The success criteria of this skill were how much I was able to protect the interest of the organizations and the customers. That means the organization always wanted to serve the customers best but that did not mean that customer care managers would achieve that by harming the organization financially. So, there needed balancing of the interest of both sides.

	End of June 2020

	
I order to do my job as a Customer Care Manager at Uber, I had to have the ability to work on a team. As the whole Customer Care Division at Uber seemed like a team wanted to achieve some goals, I had to cultivate my team working ability to continue to my job there. 



	For doing that I was trying to contribute to my team and began to take my responsibility seriously. I was trying to communicate with the team leader if anything went out of understanding during the teamwork. I also maintained high cooperation with my teammates to accomplish my objective.

	The support I needed to from my team leader and from other teammates to cultivate my team working ability. I also took help from my supervisor to understand the broader perspective of my team’s goals. 

	The success criteria included appreciation from my team leader and the attainment of my assigned teamwork. As all the team members were happy with me including the team leader, I realized that I was able to learn the team working ability at this workplace.           

	End of June 2020
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I got four feedbacks from four colleagues and my lecturer about my role play at organization and these included-
[bookmark: _Hlk28428339]Feedback from the first colleague: “My learning process at the organization was very effective.” 
Feedback from the second colleague: “My learning process at the organization was good and creative but I got more effort to improve further.”
Feedback from the third colleague: “It was a good learning experience for you and you were very energetic and motivated during the whole process.”
Feedback from the fourth colleague: “I you learned the skills required for this job very quickly but you had to more to improve your communication skills.”
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