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[bookmark: _Toc7799948]Introduction
Community management is defined as an elaborate process of collaborative working with community groups. IT involves several activities that help in addressing issues influencing the worth of those groups.  The term summarily refers to those activities making firms engage the community. These activities include preparation of transparent report as well as the collaborative decision-making process Engagement to the community could be performed under different perspectives. Such engagement could be done with a focus on community development or to ensure the participation of community in consultation and decision-making process. Here the participant of the study is expected to engage community to facilitate the purpose of improving service delivery.
[bookmark: _Toc7799949]Discussion 
Concept of Community Engagement 
The researcher is working as a delivery driver in Honda. The recruitment is one of those rare cases where the driver is required to make community engagement in order to achieve the goals for the company in perfect scheduling and performing delivery of cars to the individual clients after collection of those from the dealers. Proper engagement of community in this case is essential as systematic delivery of cars will help in bringing bucks to the company (Baldus, Voorhees and Calantone, 2015).
Effective self-management:  These are particular abilities within a person that allows imbibing more productive capacity. These skills, when groomed properly within a person, help him to make proper coordination with peers, managers and customers (Noe et al, 2017). The delivery car driver in Honda will imbibe this type of management capacity within so that his position in the company is justified and reputation of the Honda as a leading automobile company is also kept intact.
Communication: Communication is a skill which is relevant and required at every phase of work-pattern. Undoubtedly, this does not refer to the skills of speaking with manners. On the contrary, ability to listen properly also comes within its peripheral. Clarity and ability to make concise effect in communication are considered in now-a-days businesses while making appointment for a car to be delivered. If the message delivered by the client is clear to the staff, it is easier to convey the same. While speaking to the dealer or customer of Honda as a driver for delivery, the conscience of speaking is bound to be friendly so that the person on the other side of the table or phone can make a good impression. Another important thing is confidence which should be reflected in attitude irrespective of the situation. The dealer or the customers must make a positive account about the confidence of their driver. 
Team working: Teamwork helps in boosting the motivation level of a worker. The members in a team are expected to know each other and open about themselves. Such a sort of activity helps them to grow attitudes for accepting new and innovative ideas and make them able to offer their own views in respect to those ideas (Jelphs and Dickinson, 2016)
The customers in Honda will be from different social and financial backgrounds. It is essential for delivery drivers to have a clear idea about their expectation from the company. Their choices of etiquette or the preferred time when they will feel comfortable to talk are important for making an effective appointment.  This information can be had off from an experienced team-member who have previous experience of dealing with customers of those types. The inputs from such an experienced person will make an effective accomplishment of the job and make the goals for Honda fulfilled. It is also important that the team-members of such drivers in Honda share the good and evil of the performance. Instead of blaming another member of the team, the experienced should better find the fault and correct.
Honda expects the quality of straightforwardness and honesty in all the delivery drivers. An honest person will always tell the truth irrespective of the situation. From such pattern of workers, the company gets accurate information about the progresses and adopts measures to deal with issues.
Leadership:  Like any other form of teamwork, the delivery driver job in Honda requires a lot of leadership functioning. The team would comprise person who have previous experience in the job or in the job for a considerable time. These persons would assume the role of leader position in the functioning of the team. In most of the cases, these persons allocate the duties among the inexperienced recruits. These persons normally are good mind-readers. Therefore, they possess clear notion about the type of customers, their attitudes and preferences too. Since, they have brief ideas about the mentality of the team-member drivers, therefore, these people are in a better position to judge about the appropriate delivery driver for a customer. The ability to choose an appropriate person helps in fulfilling the objectives of Honda to deliver the cars to the respective customer without hassle.
Interpersonal skills: Though interpersonal skill have various specialized parameters, the basic ones that an employee should possesses is the ability to present, reflection of positive attitude and revelation of confidence towards the functions ((Brink and Costigan, 2015).
The ability to engage people by way of effective talking is considered as one of the most productive qualities in the workplaces. It implies offering an effective presentation in place of mere delivery. The delivery drivers in Honda are expected to build up a positive attitude towards their work. These persons are expected not to withdraw in front of an apparently impossible workload. Rather, their ability to plan the whole assignment in terms of their priority will make Honda confident about their skills of arranging things.
These drivers must have some confidence over their own ability; Such confidence arises when a person is fully aware about the pros and cons of the cars that have scheduled to deliver by that person. Besides, the person must be able to manage negative emotions (Reece and Reece, 2016), Therefore, the driver should have an overall idea about the cars that have been scheduled to deliver by him. This would help in rising confidence in him and he will be able to encounter the queries offered by customers.
Gibbs reflective cycle
Gibbs reflective cycle encourages people think about experiences that they had under some specific situation. The use of a circle enables them to reflect on those experiences under a structured phase thereby making considerations over some activities in detail. The drivers for delivery in Honda, for instance, are thus able to make more synthesized thinking over the experiences they have in the past days and draft more realistic action in similar situation henceforth. The cycle commences with the description of a situation and continues with its paradigm consisting feelings, evaluation, analysis, conclusion and concludes with an action plan (Pianpeng and Koraneekjj, 2016)
Description
Here, the person frames a description of the activity in detail. The description will be a formal one and will not consist any conclusion. The driver in Honda can think of any one of the experiences that he had while delivering a car in the day. This will include the incident, the time, place, the action of him and others involved etc. Important information should not be missed out.


Feelings
At this phase, the person or the driver in this case, might think about the thought that engulfed his mind at the time of occurrence. There will be no intention to discuss the feelings with others or evaluate the feelings. The most important thing at this phase is to consider the occurrence with an alert mind. This would enable the person to consider other people feeling at that point of time.
Evaluation
At this phase, the driver in consideration will start to think about the worthiness of the occurrence. The person will start to ponder over the situation in a critical way. Such evaluation seems to be more meaningful, when the person considers the positive and negative approach of the occurrence (Smith, 2016). He is likely to consider his own responsibility towards that occurrence as well as contribution of other people towards that occurrence.
Analysis
In this phase, the driver will start to sum up the learning that he had gathered from the occurrence. The event has taught him about the to-dos under similar situations. The person will do the best if he writes down about the positive and negative aspects and analyse them consequently.  Since, mistakes make the pillar of successes, these analyses are required to be done simultaneously with evaluation.
Conclusion
Under this situation, the person in concern are required to view the incident from a neutral point and consider the coercive actions that he would have adopted considering that he was not present in the place of occurrence (Wain, 2017). Though such consideration, he will be aware about the skills that he needs to acquire for an effective handling of the situation too. Henceforth, he will look for ways that would equip him with those skills.
Action Plan
In the above phase, the driver starts to build up some tangible promises to himself not to make similar mistakes if the same situation repeats whatsoever. To make the things more materialistic, he should start working over the mistakes he committed with the help of an experienced person who have successfully handled those incidents. It is needed that the action plan thus developed is continuously monitored and evaluated (Martin, 2016).


Reflection on the relationship between relevant theory and the experience
With the implementation of the above stated Gibbs reflective model, effectively practical experiences can be drawn. Under laid are the theoretical experiences encountered being a driver within the Honda Kent, UK.
Description of the Event
I was asked to deliver a car to one of the esteemed clients. The client possess idea about the designs of various cars sold by the company. He offers superior feedback about the cars that he is currently in possession. Then he had raised an issue about the windscreen of the car stating that the screen looks flatter than what it should be. As the person is a recruit, he is unable to clear the issue on his own.
Feelings
I felt awkward at the negative attitude of the client. He thought about the negative feelings that he had at that time. Being unable to explain the rationale behind placing the screen in the given way, he was feeling grudged over the training people at that point of time. He was about to disclose about his limitation but checked that intention later.
Evaluation
I have then started to make critical assessment of the situation that had arisen. He felt that the issue raised by the customer has undoubtedly revealed his lack of technicalities but could also make him alert about the necessities to possess knowledge about the parts of a car and other accessories. 
Analysis
Then I searched about a pen and a notebook and starts jotting down about his lacunas while carrying out the job. In this way, he can find out his deficiencies and starts to acquire confidence.
Action Plan
After having the detailed knowledge about the deficit areas, the driver in Honda starts about the coercive action that he is required to make to get rid of the action. On a mutual discussion with one of the team members, he can gather some knowledge regarding the necessity to place the screen in that way. He guides this driver with reference from where he will be able to get knowledge about other portion of technicalities.

Examples of key issues encountered during the role play activities including at least one success and one area for development
The delivery driver in Honda is primarily responsible for carrying out cars to their respective location of delivery and collecting payments. The role includes delivery of cars, listening to the client requirement and offer resolution where possible. The job demands extreme politeness and attention to details. Strong interpersonal and communication skills are a mandatory requirement.
The main issue that arises are about harsh behaviour from driver, lack of knowledge in technical portion and incapability to resolve minor issues. Poor knowledge about routes might create issues too. 
In order to get rid of the situation, drivers are now offered with map in order to avoid delays for poor knowledge of roots. Now the problem is 99% under control.
The drivers are offered with training about various parts of a car. The managers give briefs about the details of any new model developed in Honda before commencement of selling. This has also helped in developing the deficiency in technology acumen.

[bookmark: _Toc7799950]Conclusion 
The study has aimed to draw a frame of various skills needed for effective dealing with the customer and dealers required by a delivery driver. We have discussed about the importance of communication and interpersonal skills in selling and customer service. This study has shown the effectiveness of having those skills in other activities of life too even as a delivery driver. The study has also shown how a driver can bring about developments within him through reconciliation. Such development has ideally brought about through recollection of things and a proper assessment of the entire episode that made him think about the corrective action for prospects.


[bookmark: _Toc7799951][image: ]
[image: ]
[image: ]
[image: ]
References
Baldus, B.J., Voorhees, C. and Calantone, R., 2015. Online brand community engagement: Scale development and validation. Journal of Business Research, 68(5), pp.978-985.
[bookmark: _GoBack]Brink, K.E. and Costigan, R.D., 2015. Oral communication skills: Are the priorities of the workplace and AACSB-accredited business programs aligned? Academy of Management Learning & Education, 14(2), pp.205-221.
Jelphs, K. and Dickinson, H., 2016. Working in teams 2e. Policy Press.
Martin, M., 2016. A reflection on using play to facilitate learning. International Practice Development Journal, 6(1).
Noe, R.A., Hollenbeck, J.R., Gerhart, B. and Wright, P.M., 2017. Human resource management: Gaining a competitive advantage. New York, NY: McGraw-Hill Education.
Pianpeng, T. and Koraneekij, P., 2016. Development of a Model of Reflection Using Video Based on Gibbs's Cycle in Electronic Portfolio to Enhance Level of Reflective Thinking of Teacher Students. International Journal of Social Science and Humanity, 6(1), p.26.
Reece, B. and Reece, M., 2016. Effective human relations: Interpersonal and organizational applications. Cengage Learning.
Smith, K., 2016. Reflection and person-centredness in practice development. International Practice Development Journal, 6(1).
Wain, A., 2017. Learning through reflection. British Journal of Midwifery, 25(10), pp.662-666.


8

image4.jpeg
LCBB 4002 Community Engagement

peer Evaluation Role Play Feedback Form

Liviu poea vate 15 04. 2019

Name of Presenter

rieye HOAD A AN den (eollction Jololyry)

— IiCIx _Jox | Good Excellent |
Introduction | e t
(Explanation) \;/uu(uuH gre cone la
[ ‘ e L/ﬁ'\l"v\ ‘A

|
T dojsueted
1 l@&%

Presentation
(practical

demonstration) ? <ol
— abeut a}ua RO decet
onclusion
| (how well can you | \(\L O”“«t \
e xcelleu SeR

carry out the activity?) |

Any other comments

EniiTyp ponors pate: (5-04. 2019





image1.jpeg
LCBB 4002 Community Engagement

peer Evaluation Role Play Feedback Form

Name of Presenter  L(iu  fopl i pate /51042009

A deiver (eolletion /ol ey )

Activity:  TTON

’ 0 [ For (G Good Jm@*“

[introduction | vi&oﬁk
5 .

(Explanation) ‘ ‘ ‘
| ) | |
[ Presentation I ‘V&“& /weM

| (practical ‘ ‘ ox
A'M[‘ ) dowof - o /"%d

| demonstration)

|
I
licareon ‘ I *m

| (how well can you |
| carry out the activity?) ‘ ‘ l

Any other comments

‘w‘ Foamu  awan ?I,eoo/ /v\lf»o_mop (?\31 Jus p54 \





image2.jpeg
LCBB 4002 Community Engagement

peer Evaluation Role Play Feedback Form

Name of Presenter

Activity:

FHONA A

Livin

Drlven

Fo pracan

pate /5. 9414014

Cenlec

o ol b w/f/)

Introduction
(Explanation)

["Presentation
| (practical
| demonstration)

| Conclusion N
| (how well can you

| carry out the activity?)
|

Good Excellent |
S G
| Eaccoliowd S F
|

L ~
The prapololias |
Loy \uﬂ# o

S 8
e miy {W(d‘—m‘
ol fac] ‘\”‘I&MI p)&f

Any other comments

| po gsuscmercls
|

For

(oae POP8
Signed:

Date: {§. Ok, 2049.





image3.jpeg
LCBB 4002 Community Engagement

Peer Evaluation Role Play Feedback Form

Name of Presenter

Activity:

HONAA

Liviu

fep eens

Date.

gy Mlen (collocion [oblivery )

15,04 ,2019

Frmimt | Poor 7,} K Good [ Excellent |
ntroduction (el y
(Explanation) ‘ | \Wﬁ@ ULWMIJW :
. |
. e \e( Byl |
resentation - { ”
(practical ‘ | 7t0e fres adohon
| demonstration) \wo: el \‘
- | |
Conclusion 7 M
(how well can you ““{ o xploit
| carry out the activity?) ‘ ey well |
| . | ‘
Any other comments
| |
| |
|
| |
|
| |
|
| i
|
| \
|
| \
\
|
oate: /S.04.20(9

Signed:

ToPexc .

[0 W CRIADK





