Assignment 1
Student Number: 2204887
Module Code: ESC05002
[bookmark: _Int_fLiy7JCA][bookmark: _Int_LvF2mCLA]I chose to complete my placement in a cafe in Llanelli. Due to personal reasons, I felt my mental health was not stable enough to allow me to complete a placement in a new and potentially triggering environment. As a result of this, my placement coordinator and module lead agreed it would be fitting to use my workplace as my placement. Using the cafe as my placement, allowed me to interact with the public and gain first-hand experience of working within the local community. Furthermore, this placement offered me the opportunity to increase my confidence in social settings. Within my thirty-hour placement in the cafe, I worked alongside seven different staff members. These staff members all ranged in age, gender and ethnicity. In my thirty hours I experienced a multitude of different situations. However, two scenarios stood out to me which I will reflect upon within this assessment.
This reflection will follow Gibbs (1988) reflective cycle which involves six stages including description, feelings, evaluation, analysis, conclusion and an action plan. Gibbs (1988) reflective cycle will be used as it is effective in reflecting on emotionally provoking situations (Markkanen et al. 2020, p.53).
Reflection A 
Description: 
[bookmark: _Int_Pvj2BL5Z][bookmark: _Int_mLxrOH6R]Whilst I was working front of house, two adolescents (person 1 and person 2) entered the cafe and became increasingly disruptive. They were making rude comments towards the staff in elevated tones to ensure all customers heard. Person 1 became increasingly disruptive and threatening whilst person 2 remained quiet towards the staff. Apparently, this was not the first-time person 1 had been to the cafe and staff informed me they had been disruptive, rude and threatening before. Due to this they had been banned from the cafe. The cafe is connected to a gym which had also banned person 1 from entering due to previous disruptive and threatening behaviour. The individuals were asked to leave.
There were three members of staff in at this point myself included. Due to it being late in the day there was no one else in the cafe. Members of staff attempted to maintain an amicable atmosphere by asking the individuals to leave nicely, telling the individuals “There is no needs for this behaviour” and offering to serve them despite them being banned. Despite these attempts to de-escalate the situation, the individuals refused to calm down and were therefore asked to leave again. A worker from the gym joined at this point as person 1 was refusing to listen and becoming agitated and increasingly threatening. Person 1 and person 2 were then escorted out of the building. 
During this time, person 1 was physically trying to intimidate two of the staff members. Upon being removed from the premises person 1 then retorted a racist remark towards one of the members of staff, shouting “go back to your own country”. Person 1 continued shouting discriminatory and aggressive comments. The two members of staff including the worker the racist comment was directed at chose to walk away, the gym worker did however shout after the individuals. Person 1 and 2 walked away after shouting some additional offensive comments. During the incident, I did not engage with the two individuals, I stayed behind the bar. 
Feelings: 
I found this entire incident upsetting and it left me feeling anxious and emotionally fragile. Upon reflection, I realised the aggression in the situation triggered an emotional response within me. This reaction could be due to experiencing aggression and violence in my childhood, which has left me sensitive to certain emotions including anger. Maschi et al. (2012, p.50) states childhood trauma can lead to being triggered in later years when experiencing similar stimulants. When faced with conflict my intrinsic reaction was avoidance, hence not engaging with the individuals or situation. Research by Shenk, Putman and Noll (2012, pp.119-120) shows avoidance is a common coping mechanism caused by childhood maltreatment, that is often manifested in everyday life when triggered by external factors. This could aid in explaining my emotional reaction to being confronted with aggression. 
[bookmark: _Int_A6lbftho][bookmark: _Int_Npzpohx3]After the individuals left, I began feeling increasingly angry at the fact the individuals were not held accountable for their actions. Harrell, Hall and Taliaferro (2003, p.247) claim anger is a well-documented response to having witnessed racism, stating it is common for individuals to imagine aggressive responses after the event took place. Not only was I angry at the individuals, but I also felt angry at myself. I felt I could have done more in the situation, if i had undertaken appropriate training. Chick, Karis and Kernahan (2009, p.13) suggest anger towards oneself derives from being critical of one's reactions and is a common feeling to experience after tense events. 
Alongside feeling angry, I also experienced feelings of guilt. Although, there was nothing I could have done in the situation, I felt guilty that I did not know what to do. Having not experienced racism myself, or actively seen someone else experiencing it, this made me feel guilty that someone was subjected to hate from someone of my own ethnicity. Keum (2021, p. 756) suggests experiencing guilt is common for individuals that are an ethnic majority. Upon reflection, the emotions I felt could be categories into the term ‘white privilege’ which Keum (2021, p. 757) explains refers to the differences experienced in everyday life based on ethnicity. This incident made me abundantly aware of my ignorance surrounding racism.
The individuals who the racist comment was aimed at did not wish to do anything about the incident. This however, made me feel powerless in the situation despite the aggression not being aimed at me. On reflection, I realised the source of my uneasiness came from the feeling of helplessness. Literature suggests feelings of helplessness derive from lack of control (Madubata et al. 2018, p.629). At the time it felt like the individuals were not being held responsible for their actions. Hammack (2003, p. 193) states the incapability to change situations often manifests itself as feelings of helplessness and lack of control.
Evaluation: 
After this situation took place, I did not feel comfortable, or as though the situation was rectified. However, I reflected on the experience in an informal conversation between me and all other individuals involved, which helped me feel more relaxed about the incident. From this conversation, I realised the other individuals involved in the situation felt similarly to me, they also felt uneasy and unsure in how to react. This made me feel better and I was glad we had the conversation. This can be seen in Lieberman et al. (2007, p.421) research, which highlights the benefits of turning emotions into conversations in relation to one's overall health. Having the conversation with the other staff who felt same way as I, allowed me to feel less helpless in the situation. This is backed by research conducted by Foster (2000, p. 96), which suggests group consciousness can reduce feelings of helplessness and create clarity in a situation.
[bookmark: _Int_GnKgkt97][bookmark: _Int_zuYihti5]During this conversation, the individual who experienced the racist comments ensured me they were okay and did not intend to take the matter further to the police. The individual wished to deal with the issue informally, which research suggest is most beneficial as it can cause less stress and can be resolved quicker (Acas, 2024, np). Additionally, I was aware the wishes of the individual effected by the comments were paramount in the situation, with literature suggesting making a complaint on behalf of someone can cause additional stress to the individual (Acas, 2024, np). Nelson (2013, p.102) agrees reporting racist incidents can be emotionally draining and can have a further negative impact on the individual’s health.  The individual wished to resolve the situation themselves as the prospect of interacting with the police, to them, was deemed a wasted effort. Brown, Tanner and Padley (2014, p. 1181) highlight often individuals do not complain due to the perception of complaints being ineffective. 
[bookmark: _Int_xT1hmDcA]The situation made me realise my lack of knowledge and experience of such blatant racism. However, this can be seen as a positive, as the incident highlighted the racial injustices in society that I was previously oblivious to. Keum (2021, p. 759) states awareness of racism increases empathy and understanding, which in turn increases the chances of individuals supporting racial minorities. By being aware of the guilt I felt, it allows me to act on this new knowledge. Mosley et al. (2021, p. 3) illustrate feelings of guilt derive from being conscious to the issue, meaning one can take action in the future. 
Analysis: 
[bookmark: _Int_9YlbPYT5]Although I neither helped nor hindered the situation, the incident could have been managed better by myself if I had had more experience or training in de-escalating situations. De-escalating training offers insights into behaviour, responses and how to react in situations (able Training, 2024, np). NICE (2015, np) describes de-escalation as non-verbal and verbal techniques used to decrease aggression. Knowing these techniques would have been beneficial in the situation for everybody involved. Spielfogel and McMillen (2017, pp.232-233) claim de-escalation techniques aid individuals to respond in a calm manner to potential threats in order to lessen the negative emotions in the setting.
With this understanding, I realise when the gym worker shouted after the two individuals this escalated the situation further, creating an angrier environment. Faccio and Rocelli (2020, pp. 481-483) suggest attempting to diffuse anger with anger only worsens the situation, and by doing so the situation may turn violent. Instead, Reilly et al. (1994, pp.5-6) suggest taking time out and exploring one's own emotional reactions, offers the best chance of both diffusing and understanding the incident. I feel if this had been done the situation would have played out differently. However, in the instance there was not enough time to take a step back. This is backed up by Goodman et al. (2020, p.9) who states often de-escalation techniques are difficult in practice as the situation can be subject to sudden change.
Upon reflection, I realise I should have taken the individuals age into account. Young Minds (2024, np) suggests young adults and children can feel heightened anger and have less control over their emotions then adults. Although this does not excuse the behaviour, it offers insight into the situation. If I had been aware of this knowledge beforehand, I feel I would have reacted differently in the situation. Additionally, literature suggests anger tends to be a secondary emotion for other underlying feelings, and controlling anger requires learning for many children / young adults (Plummer, 2008, p.17). Learning this on reflection, helped me to make more sense of the situation and understand anger is a complex emotion. It highlights training in anger management and de-escalation would be beneficial.
Conclusion: 
[bookmark: _Int_IYOetSTj][bookmark: _Int_5qnbTKtw]In hindsight there are certain responses I would change, however there are also aspects of the incident in which I am pleased with my response. I believe it was beneficial to initiate the informal conversation that followed the incident. This informal debriefing benefitted both myself and everyone else involved. It allowed for the staff to feel better about the situation which Mendolia and Kleck (1993, p. 283) suggest could be due to allowing negative emotions to be shared. However, in hindsight I feel it may have helped if this incident was discussed further, perhaps after more time had passed, as I still felt uncomfortable about the situation's days later, and maybe others did too. Negative emotional experiences tend to linger suggests Fisher et al. (2010, p.497) backing the idea of further debriefing.
I do feel I could have done more in the situation, for example I could have tried to engage with the individuals. Slaatto et al. (2021, pp. 1-2) suggests engaging and showing a humanistic approach to aggressive individuals, especially children, is beneficial for calming a situation. If I had been able to engage more with the individuals, rather than letting my emotions control me, fewer harsh words may have been said. The situation made me aware of how little I know about racism and my part in advocating against this discrimination. Although at the time this made me feel guilty and uncomfortable, in hindsight I realised this was a great learning opportunity for me. The incident bought to light uncomfortable emotions within me such as feeling guilt which on reflection could be white privilege. Having now had this experience the situation allows me to work on this emotion. Aouragh (2019, pp. 4-5) suggests experiencing such privilege for the first time often creates guilt which can be harnessed into anti-racism advocacy.  
From this incident I have learnt that confrontational situations are not easy for me to deal with, especially as I have had little to no experience of it. Prior to this experience, I believed I would be able to deal with tense situations well, however this incident highlighted the need for me to put more thought into my emotional response to anger. Research shows the more control and understanding one has over their emotions, the more control they will have in their emotional responses to stimuli (Checa and Fernadez-Berrocal, 2015, pp. 1-2). 
Action Plan: 
[bookmark: _Int_va16H5Fb]In the future, I plan to educate myself on racism and its role within society, as following this event it has become important to me. By educating myself on this matter, I believe I will be taking active steps to support the cause. If I encounter a situation such as this again, I feel it will aid me by giving me background knowledge on the subject. Sparr and Sonnentag (2008, p.408) illustrate the importance of educating oneself in order to reduce feelings of helplessness in situations in the future.
[bookmark: _Int_nqfCCRcW]Additionally, I plan to take part in de-escalating training. This will benefit me not only if situations alike this arises again, but also in day-to-day living. By having this training, I will have more of an understanding in how to react and diffuse tense situations. Price et al. (2015, p. 447) states de-escalation training reduces chances of violence and abuse, therefore this is an appropriate next step after the incident. De-escalation training Goodman et al. (2020, p. 13) explain also allows the individuals to feel more in control. This I believe will help my own emotional response in aggressive situations.
[bookmark: _Int_rfz7tlxj]My firsthand experiences of perceived anger impacted my emotional reaction in this incident. The situation highlights that an understanding of my emotional connection to violence, bought up by my past experiences, would be beneficial. Holt, Buckley and Whelan (2008, p. 802) suggest experiences of aggression are likely to trigger individuals who have been subjected to violence in the past. Obear (2007, pp. 25-27) suggests talking about triggers can help individuals control their emotional responses in the future. Therefore, to mitigate the effects of past aggressive experiences, I will actively talk more openly about these situations with my support system.  
[bookmark: _Int_UKqNifS4]In addition to this, literature suggests a correlation between emotional resilience and self-care (McGuinness, 2020, pp.63-64; Bender and Ingram, 2018, pp.18-19). As I found the incident emotionally taxing, moving forwards, I believe improving my emotional resilience would be beneficial. Mind (2024, np) suggests physical activities, being in nature, finding time to relax, understanding and being kind to oneself all improve one's emotional resilience through the form of self-care. By prioritising self-care, I aim to ensure if I find myself in a similar incident, I have a level of higher emotional resilience and increased confidence in dealing with the situation. 
Reflection 2: 
Description:
The second incident I am going to reflect upon is a conversation between a person from the local community and myself. The individual and I are well acquainted as they regularly attend the cafe and often initiate conversations with me whilst I work. On this occasion the individual was in pain due to knee issues and seemed to be aggravated. Despite this, the individual began the conversation in a friendly manner, and we spoke for a long while in a pleasant fashion. 
The individual then introduced the topic of immigration into the conversation. Their emotions and body language changed immediately. It was obvious they felt strong emotions regarding the topic. Despite trying to steer the conversation away from this controversial topic, the individual was aggravated and insisted on speaking on the matter. Initially, I followed along not fully engaging in the conversation. I kept the conversation as light-hearted as I could. I did this by offering statements such as “I really don't know enough on the subject” and “Let's not discuss this.” The individual, however, repeatedly asked my opinion on the matter. Despite keeping my answers vague the individual wanted an in-depth answer from me. The individual was becoming increasingly agitated that I was refusing to engage or agree with their views. The conversation then led to racist remarks from the individual, such as “they’ll rape our women” and “can’t trust them.”  At this point I decided I could no longer not engage with the situation. 
[bookmark: _Int_KrLvKZ8m]When I then offered a counter argument, the individual became increasingly aggravated and started making personal comments at me. I noted at this point they looked wild, with wide eyes and flushed cheeks. They began making comments such as “I have ** more years alive then you” and “you wouldn't know anything you are just like the rest of them.” At this point I decided the conversation was no longer amicable or fitting with the setting. I excused myself and continued with other work. 
Feelings:  
This interaction bought up a range of different emotions within me. Initially, I was pleased to see the individual as we often have enjoyable conversations. The first half our interaction was pleasant, and we laughed a lot. I regularly speak with this individual so there was a sense of ease and familiarity. However, when the individual became abruptly more hostile, it shocked me. I was surprised by how quickly their emotions changed. As the conversation had started friendly, the sudden change in tone and body language left me feeling uneasy. The amount of anger the individual showed towards me based on my differing opinion, made me feel like I wanted to remove myself from the situation. I felt betrayed due to considering myself friends with the individual. Stout (2022, p. 340) illustrates betrayal is a biproduct of a breakdown of trust.
Additionally, I noticed my heart was beating quite strongly throughout the interaction, which is a common result of anxiety and can be an indicative of being emotionally triggered (Shenk, Putman and Noll, 2012, p.119; NHS, 2024, np). By having work to do it distracted me and my anxiety lessened. Bourne and Garano (2016, p.11) suggest concentrating on something else physical can ease the mind and body’s reactions in stressful situations. I felt conflicted emotionally, part of me felt I should not have spoken up due to the environment, however part of me felt it was necessary. Despite feeling uncomfortable with the situation, I felt obligated by my morals to counter the blatant discrimination towards those of a different ethnicity. The entire conversation made me feel very uneasy and saddened by the hostility aimed towards immigrants. 
I felt significant amounts of anger towards the individual, as it felt they were purposely ignoring my unease. It felt as though they were ignoring my wish not to engage, thus creating a feeling of disrespect. Zubi (2020, p. 22) suggests anger is a common emotional response when one's wishes are not being respected, as it feels like an injustice. I felt angry they had asked for my opinion repeatedly, prompted the conversation and then insulted me when they did not like my views. Not being heard in a conversation can have a detrimental impact on an individual, effecting one's sense of self, resulting in the breakdown of the relationship between the individuals involved claim Kriz, Kluger and Lyddy (2021, pp.2-3).
Evaluation: 
[bookmark: _Int_5ZMjQW94]As I was aware the individual was slightly aggravated from the start, I was reluctant to talk about immigration as it can be an emotion provoking subject (Srivastava, 2005, p. 29). However, due to my personality I felt I could not let the individual believe I was in agreement with their views. I am glad I vocalised my opinion when the individual started to become increasingly discriminative. By doing so I feel like I align with the values I hope to hold, which led me to feel true to myself. Gentile (2010, p. 28) suggests aligning oneself with their morals leads to increased empowerment.
[bookmark: _Int_WCSvA0M9]Due to being aware of the physical discomfort of the individual, I knew they would be slightly aggravated. This prompted me to answer their questions more vaguely. Hendricks et al. (2013, p. 2) suggests physical pain can lead to a lower frustration tolerance. This could explain why the individual reacted the way they did. By noting the individuals physical and emotional state it helped me to de-escalate the situation initially. However, I do not believe there was much I could have done further as it seemed the person was looking for an argument. Hendricks et al. (2013, p. 4) states physical and emotional pain often increases the chances of disputes. 
[bookmark: _Int_FBqW6Y75][bookmark: _Int_RHQa66ta]As I chose to walk away, the situation was never fully resolved. Although I made an excuse to walk away, I left feeling unhappy, and I imagine the other individual involved did too. On reflection, I feel I should have spoken openly about how they made me feel uncomfortable which may have helped resolve the situation. NHS (2024, np) suggest talking through a disagreement can help to resolve issues, which potentially would have made us both feel better. At the time, walking away was what I felt I needed and by doing so I chose to listen to my boundaries. Although it may have felt better to make amends, Cloud and Townsend (2017, p. 43) highlight the importance of listening to one's emotional boundaries in the moment. I feel it was the right decision as the individual had not taken heed to the fact, I did not want to talk about the subject in the first place. Cloud and Townsend (2017, pp. 52-53) explain some people are unaware of other boundaries and walking away not only empowers the individual but shows others the importance of knowing one's boundaries. 
Analysis:
As the individual did not listen to my views on the matter, my voice was not being heard. Pasupathi and Billitteri (2015, pp. 68-69) suggest being heard or not being heard directly shapes our identity and sense of self. Literature suggests being heard is imperative to conflict management by promoting individuals to listen to other perspectives they may not agree with or have heard before (Garimella et al. 2017 pp. 81-82). Additionally, if I had felt listened to the conversation may not have escalated, with trust being obtained despite having opposing views. Bruneau and Saxe (2012, p.36) backs this up, stating feeling heard increases feelings of fairness and with that, levels of trust and understanding. However, Bruneau and Saxe (2012, p.36) highlight for trust to be obtained all parties must be willing to try and understand others' opinions. And I felt at the time the individual was not in a headspace to want to understand an opposing view surrounding immigration.
[bookmark: _Int_MAOiPZpp][bookmark: _Int_gc43v86P]This incident highlighted the stigma which surrounds immigration in this area. It supprised me how uniformed the individual was regarding the subject and how when their views were questioned, they turned angry. Literature suggests public's negative perception on immigration is often enforced by the media, leading the United Kingdom having the least empathetic views towards immigrants, migrants and asylum seekers (Migrant Help, 2024, np). Perhaps, due to local housing being offered to asylum seekers which resulted in community uproar could explain the individual's angst. Migrant Help (2024, np) state outside events such as this often leads to negative perceptions and increased hate speech. 
Additionally, the individual's physical pain could explain their aggression towards minority groups. The individual may have been displacing their aggression as a coping mechanism. Displaced aggression refers to aggression that is transferred from one situation and then aimed at someone else in a separate interaction (Milburn, Niwa and Patterson, 2014 p.228). Due to experiencing physical pain, the individual may have displaced this through aggression in our conversation. This offers an understanding of the hostility shown towards immigrants, with literature suggesting displaced aggression often manifests itself towards marginalised groups as they are seen as less of a threat (Milburn, Niwa and Patterson, 2014, p. 228). Evidence suggests, displaced anger often creates harsh, authoritarian views (Milburn, Niwa and Patterson, 2014, p. 228) which could make sense of the extreme dislike and aggression shown by the individual towards a minority group.
Conclusion:
[bookmark: _Int_765TcfsW]In retrospect there are elements I would approach differently in the future. This incident highlighted my discomfort towards confrontation and how this affects me voicing my values. Although I felt I did voice my values as I did sound my disagreement when the individual became openly discriminative, I still walked away unsure if I had been completely true to myself. These conflicting emotions suggest an area I could investigate in the chances of the incident repeating itself. I noted the situation left me feeling unhappy for some time after, I found it exceedingly difficult to part with the feeling of unease. Research suggests managing confrontational situations requires emotional distancing (Houel and Godefroy, 1994, p.67), which I feel next time I will consider in order to improving the outcome of the situation. 
[bookmark: _Int_rK0ZcHYT]Upon reflection I realise my intentions were to change the individual's opinion on the matter. Research conducted by Yaniv (2004, p.77) highlights the need for others to agree with one's opinion stems from perceived importance of one's own beliefs. Thus meaning, in future I can understand it is not my position to try and change others' opinions. Alternatively, I should have tried to listen to their views in a non-judgmental way. Yaniv (2004, p. 75) suggests by doing so further understanding and knowledge of all perceptions are obtained. This would allow me to have a wider knowledge of the subject, despite not agreeing with their opinions. If I had taken this approach, there is a possibility the situation would not have escalated to the extent that it did. Perhaps if I had gone into the conversation with an open mindset the outcome would have been different. This is backed by literature which suggests a willingness to empathise and understand the individual is paramount to diffuse a situation (Oliva, Morgan and Compton, 2010, p.18). 
Upon reflection, my communication skills contributed to the escalation of the conversation. Although the individual being in physical pain does not excuse their comments, in future it would be beneficial to take into consideration the link between physical pain and aggression. Castillo et al. (2013, p.883) illustrates how the use of empathy and understanding in angry settings can highlight a level of humanity and reduce tension.
Action Plan: 
[bookmark: _Int_fdH5zzhk][bookmark: _Int_zFALy3yh]Since this incident I have completed safe talk training, and I am now certified in emotional de-escalation. By completing this training, not only did it give me a psychological insight into emotional responses, but also highlighted different approaches to take. Within this specific training several topics were covered including mental health, reactions and appropriate responses. This training, I feel, was an appropriate conclusion to the incident as it offered me insight into the correlation between mental health and anger. Additionally, my confidence levels have increased regarding emotional individuals. The training has giving me confidence moving forwards, as I feel I have enhanced my emotional intelligence specifically regarding anger. Developing emotional intelligence is valuable for individuals as it allows for more control and assertiveness in stressful situations claim Houl and Godefroy (1994, pp.6-8). I still aim to continue to develop my knowledge on de-escalation and have signed up for further training. By continuing to develop my understanding of aggressive behaviour, I believe it will help me gain confidence in navigating complex situations. Literature indicates, completing emotional management training heightens communication skills, reduces aggression and negative responses and heightens emotional control (Tanabe et al. 2022, p. 999), which will be beneficial in relation to gaining understanding of how to de-escalate future situations. 
[bookmark: _Int_9W6ZjM8y]Additionally, plan to heighten my emotional awareness. Understanding my emotional responses to aggression is paramount to ensure if an incident such as this arises again, I will act in a manner that aids the situation rather than hindering it. To have a grounded reaction I plan to analyse my emotional responses towards aggressive behaviour.  Research suggests self-awareness is vital in order to improve oneself (Carlson, 2013, pp. 173-174). By understanding my emotional response to different stimuli, I can pinpoint areas in which I can improve my reactions in the future, for example, communication skills. 
[bookmark: _Int_CS6GfD8r][bookmark: _Int_VHGQq7o5]Research shows communication skills are paramount in high stress situations (Oliva, Morgan and Compton, 2010, p. 17). The speed, tone and length of sentences used will affect the outcome of the situation suggests Oliva, Morgan and Compton (2010, p. 17). Moving forwards, I plan to increase my knowledge through research and practice. Maguire and Pitceathly (2002, pp. 699-700) stress the importance of practicing communication skills with individuals and receiving constructive criticism. I believe this will allow me to manage tense interactions in a positive manner moving forwards.
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