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In this report, I am going to describe a situation, which happened at the beginning of my career as a Shop Assistant in Tower Bridge Dry Cleanings. I will apply the Gibbs Model for Reflection (Gibbs, G. (1988)) to complete my task for reflective writing. Thus, my essay will be structured as per the 6 stages of the Reflective Circle of Gibbs:
· Description of the experience 
· Feelings and thoughts about the experience
· Evaluation of the experience
· Analysis of the situation
· Conclusion 
· Action plan for dealing with similar situations in the future
Description
I was just appointed as Shop Assistant in Tower Bridge Dry Cleanings. My primary responsibilities were to greet the customers in the Head office of the company, to provide the information and give them advice, related with the services in our portfolio, the time needed for each procedure, the price of each service. Another duty of mine was to accept the clothes for cleaning and to deliver clean clothes.
One day, a well-dressed man in his middle age entered the office. He said that he would like to clear a stain from red lipstick from his shirt. He insisted for an express service and also requested the service to be performed for no longer than an hour as he had a business meeting. I was impressed by his appearance and his dead voice. I have explained in a kind manner that I would acknowledge his requirement, as he was very insisting, but also warned him that the procedure for the removal of such a stain required 24 Hours of treatment with a specific chemical substance. Due to the shorter period, there is a risk the stain to be partially cleaned.
An hour passed after his first visit, and the customer returned. I returned him the shirt. However, it still had a pale stain on it. He was furious. He raised his voice and complained that he is not satisfied with our services. I felt flummoxed, my voice became tremulous, but I was able to maintain equanimity. I explained to him politely that we sincerely appreciate our customers and satisfying them is our primary purpose. Fortunately, thanks to my experience and knowledge I was able to appease him. I gave him a special card, which gives to his owner 50% discount of our services and I also invited him to revisit us after his business meeting in order to leave his shirt and allow us to complete the 24 hour treatment procedure for stain removal.
The customer calmed down. He apologized for his rude, and he ensured me that he would use our services again in future. I felt disappointed by myself because I had not assessed the situation appropriately. I was not confident enough in my knowledge and experience, and I hesitated to refuse the customer this service, although, I knew pretty well that it would not be possible to remove the stain for 1 hour only. When I think of what has happened, I feel happy because I learned from this situation and gained experience. 

Feelings
I was very perturbed about that the stain was entirely removed. In addition to this, I felt worried and confused because the customer was very pissed off and aggressive. I also felt confused about the other customers, which unfortunately became involuntary witnesses of this unpleasant situation. 
Later that day I spoke to the manager and discussed with him this incident. I told him in detail about what happened. He looked shocked. Despite this, he praised me for the fact that I have managed to maintain equanimity and to remain polite. He highlighted that I should not accept custom orders if I am not convinced that the service can be done. In addition to this, my manager told me to seek for the help from a more experienced colleague or directly from him when I am not able, or I do not feel confident to deal with a tough customer. 
 
Evaluation
This incident was callous for me. I regret that I accept the customer order for performing the cleaning service for 1 hour when I was aware that for the required time cleaning of such a stain is 24 hours. I didn`t sound convincing and was not able to assure the customer that we are unable to meet his expectations and required deadline of 1 hour for performing the service. 
Despite all that happened, I felt happy and believed in myself, because the customer left the office calm and satisfied. Thanks to this experience I realized what can be the damage over the brand image by having misled and dissatisfied customer. I also found that I need to put efforts to improve my communication and negotiation skills. 

Analysis
Analyzing the situation, I realized that I had acted hastily and uncertainty.  I have not complied with the Company's Terms of Service related to the required technology cleaning time. After the conversation with my manager, I realized that I could refuse to accept an order if it does not apply to the company's rules of service.

Conclusion
After this incident, I realized that I should be very familiar with the rules of work and to be prepared to communicate with tough customers. Now, I think this situation would have been less tense if I had duly informed the client about our conditions. Thanks to the help of the manager, I also realized I needed to be more confident and prepared in order to become more successful at my position as a shop assistant and a real professional in dealing with customers.

Action plan 
I am sure that in future I will be more confident. I will have sharing sessions with my colleagues, who work in the same position in the company, in order to learn from their experience. During these meetings, my colleagues will share with me the examples of dealing with demanding customers that they had and also to give me advises and good practices they apply in the communication with customers.
I also enrolled in an online course for Effective communication under pressure. In my opinion, this course will be beneficial for me to develop my communication skills, to work more effectively under pressure and last but not least to handle demanding customers. The knowledge that I will gain through this course will also help me to develop self-confidence, which will affect my career as an Assistant in Tower Bridge Dry Cleanings in a positive way. 
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