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Introduction 
In this reflective writing I will be discussing a workplace event which I had experienced personally and the outcome of the event. The actions which were taken by myself will be addressed in detail such that I can provide a detailed evaluation and analysis of this situation for my own personal development. For this reflective writing, the formatting of the Gibbs Reflective Cycle has been used as inspiration. This cycle has been created for the purpose of allowing individuals to learn from experiences and the structure cover 6 stages in total (Lawrence, 2008). The purpose of writing this essay is to see what future changes I may make in relation to this event. This event discusses a customer complaint that I had to deal with in my workplace.


Description 
The event which I will be providing a reflection upon is a situation which had taken place in my work environment. I am currently working in John Lewis, but my main role is as a makeup artist. On that day, I was required to work at the till to serve some of the customers that day due to staff shortage. It was not an extremely busy day that is why there was not many customers available to directly ask for my service. Though this event is related to a customer complaint that I had to deal with. I did not ever serve this customer before and the customer complaint was regarding a purchase she had made a week before. The customer purchased three items which were a foundation brush of the brand Bobbi Brown, a NARS foundation, and a perfume. The customer gave the complaint that after removing the brush from the packaging the brush was broken in terms of the handle not being attached to the brush. Also, her NARS foundation had leaked when she had arrived home, with foundation staining her perfume box and her brush. She was terribly aggressive and agitated during her return to the store. I maintained my patience and brought a senior member of management who is far more experienced in cashier services. In terms of her brush, the member of staff arranged for a another brush to be replaced with, though the damage to the bottle was seen as being the fault of the customer as if there was damage to the bottle in the first place, the staff would not have sold it to the customer. However, the customer refused the response and was very arrogant towards me and the senior member. she insisted to see a higher member of the management. As a result of this and not to make this situation any worser, my senior management and I decided to offer the customer a one off good will gesture and exchanged the products for her. The customer was satisfied and then left the store happily. 
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 Feelings 
To begin with I was very much calm about the situation, but as the customer had become increasingly aggressive and agitated, it did make me feel a little bit anxious and worried. This was one of the reasons as well as my lack of expertise in this field, why I had asked for a senior member to deal with the situation with me. I did not want to provide a service to the customer which the manager or the company would not have approved of, which would have put my job at risk. The customers further resilience towards the response I and the senior member had given was rather frustrating, but it is was important for me to remain professional, calm and provide a good customer service.

Evaluation 
The experience itself was valuable and interesting for me as it allowed me to gain an insight into how my company deals with customer complaints like these. I think what went well with this customer complaint was how I did not overestimate myself and attempted to deal with the situation myself. I think that would have resulted in the issue becoming more escalated. Therefore, by having a senior member with me the issue was handled in a professional manner, through which the result was a satisfied customer. Offering a one off goodwill gesture and replacing the products, the customer was satisfied by the end outcome which was my aim in the beginning. 
Analysis 
The reason as to why the outcome was having a satisfied customer leaving with a content purchase, would be due to me and the senior members handling the situation in a professional manner. The outburst that followed the customer could not get a refund on all iterms was not the fault neither of us staff. As the damage of the brush which was held accountable for was replaced with no extra charges.  The situation was handled well and provided me with the experience of how to deal with difficult customers while at the same time providing quality service. 
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Conclusion 
To conclude this was a valuable experience to gain regarding customer services and complaints. I am glad that I was the staff member that was able to handle the situation as it allowed me to deal with the customer complaint first-hand. Having a more experienced individual alongside when one does not have much experience is a wise decision as certain expectations may not be successfully achieved. 
Action Plan 
I would like to become much more aware of the rulings the company has in terms of items that are purchased in general in the store as my expertise lies in the makeup section. By doing so in future situations I would be able to handle alike cases independently in a manner which is approved by the company and satisfies customers. 
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