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[bookmark: _Toc6359153]Introduction 
Vodafone UK is one of the largest mobile phone services provider company in the world originated in the UK. Vodafone UK Ltd is a British multinational telecommunication company situated in London. The main services of the company are Fixed line telephone, Mobile phone, Broadband, Digital television, IPTV (Vodafone UK.co.uk, 2019). As a customer care representative, I have been working there for 3 years. Vodafone UK was in the 4th position in the world from the viewpoint of the mobile phone user.
 













1.0 [bookmark: _Toc6359154]Explanation and discussion of reflective practices
Reflective practice is the capability of reflecting one's actions that he or she engages from a process of continuous learning. Example: When a company’s personnel work with a specific company and learn about the norm of the working process, then they apply these learning into the actual work in the company it is called reflective practices. It is a very effective way of learning for the company where the clients learn from their own experience, not by formal learning.
Through reflective practices, many personnel of the specific company tries to understand the nature and norm of the working environment of the company and apply them into the actual actions of the work. Vodafone UK is the place where the employees learn from their personal experiences not by proper formal process, so reflective practices can be used as an effective way of learning and applying them to the real environment.
Vodafone UK faces new and emerging problem regarding many different issues. Working personnel used reflective practice to provide effective services to the potential and existing customer of the company. Many customers have many problems regarding our phone quality, feature, their capability which is provided through the respective mobile phone of the Vodafone UK (Bacon, 2015). They ask a different question regarding the varieties of products and services that we offer for the safety of the customers. I need to provide that info with the respective customers with details of the problem. And reflective practices can be used as an effective tool for providing the pure services of these problems. Reflective practice provides a proper solution to the Vodafone UK emerging problem by providing helping the CCR for taking a good decision regarding the new and emerging issues. So by using the proper reflective practices CCR of Vodafone UK can make the best practice of the problem-solving practices of the customer in a very effective way.    
.


2.0 [bookmark: _Toc6359155]A brief explanation of My Role in Vodafone UK 
As a CCR of Vodafone UK, world most prominent mobile phone company, I need to understand the customer demand and need and what the problem they are facing (Zulfikar and Mujiburrahman, 2017). The most prominent practices that I need to solve every day is to help the customer to find their desired choice phones that they are looking for Telling them the feature and facilities of the respective phone. Many customers have queries regarding the charges and fees of the different mobile phone in social media. For availing these services clients need contact with the authorized customer care representative for making this available to the personal phone (Handling complaints, 2006). I need to provide that info with an easy and understandable formed. They have also different queries regarding the usage of the phone call of the Vodafone UK  
A customer, living in London, of the Vodafone UK, came with a problem regarding the voice call quality, He claimed that the quality of the voice call from a very remote distance had very low when he tried to call in the remote area. He wasn’t able to hear the clear voice of the other person situated in the area of Brighton Sussex. As a customer care representative, I have to deal with that customer at the right moment. When a customer asks a question regarding any inconsistency of the mobile phone of the Vodafone UK, I need to handle the complaint with great care.
At first, hearing the stories from the respective customer, I told him to tell the place where he was calling of.  He replied to me that it was in Brighton, Sussex. Then I understood the problem was not with the voice call quality of the phone, it was the problem of the weather where he wanted to connect with. The weather in Sussex was very bad that day. So the whole networking system of the country was going down. As a result, he couldn’t connect with his friend properly. That’s why the voice was very unclear. I told him about the problem. And give him proper assurance about the quality of the phone that we provide to our customers. And I told him that was not for the phone rather it was the problem with the weather of the Sussex area. 
After hearing the solution to the problem he could understand the problem. Next day called to Sussex again for testing the connectivity of the network system. He found it very clear and sound than that of the last night. He could talk with his friend very easily and manage full clear sound from Sussex. Next day he called to the customer centre again to inform the matter to the respective CCR to tell that he was wrong about the quality of the Vodafone UK. He provided a positive statement regarding the services that he got from the customer care representative of the Vodafone UK. He also told to add some experience employee to the selling department to make the clients understand about the quality of the product. If the right products don’t go to the right places than it would be a great problem for the customer care representative of the company. He provided some important feedback to the organization which can be used in future usage. Regarding the usage of the phone and phone quality to the customers. He makes it clear that the proper responsiveness is very important for the company to retain the clients for the future. He asked a different question regarding the varieties of products and services that we offer for the safety of the customers. I need to provide that info with the respective customers with details. These are the mostly occurred reflective practices that I need to handle every day for the convenience of the respective customer in the UK. He also asks regarding the new Vodafone UK different kinds of mobile phone with ranges of price. From those, I need to represent the best one for the clients who want to buy Vodafone UK. He also ensured me the future purchase of any products from the Vodafone UK. So an experienced and skilled customer care re3presentative can add great value to the respective customer and the company as well.








3.0 [bookmark: _Toc6359156]Reflective statement
From the case above we can detect some effective information regarding the customer care services and the importance of the sales personnel experience regarding the products and services of the company. Many employees are with little experience working in the sales position which is a very potent threat to the company’s overall reputation. By solving the case stated above, I have received feedback from the customer. This feedback is given below.
1. “Receiving calls in the right time” customer with voice call problem replied positively regarding the responsiveness of the customer care representative over phone calls.
2. “Positive impression on the phone quality” after solving the problem of the customer, he told us the service quality of the phone was actually nice and comfortable.  
Apart from this positive response, many customers have a negative response regarding the products and services. From where the company can find different ways to solve the potential problem of the company. Customer usually calls to the call centre to get repairing services for the warranty phone. A huge amount of customer gets them after selling services through a customer care representative. Sometimes they face problem regarding the call system quality of the Vodafone UK By solving the problem and taking more extra steps one can recheck the company’s future to the clients that are available today and will be available to the future. I have identified some grey area to develop further service quality. And try to find out some solution to these problems that I have mentioned here. 
1. To ensure proper product selling services, I would provide a guide to the sales executive to make the client understand the ability and facilities of the phone (Kang and James, 2004). And also helping the customer to know the limitations of the phone. To make the customer able to know both parts of the products.
2. Provide full and easy understandable feature note of the mobile phone products so that clients can understand the facilities that he could avail from the phone. It will also reduce the problem of complaints from their customers.
[bookmark: _GoBack]By taking these steps to the company we can add more value to the company’s profitability and future customer rating process. The most important role of a customer care representative is to make the customer understand the products and services of the company and also make them prepare to achieve the desired satisfaction from the products and services. 




[bookmark: _Toc6359157]Conclusion
So we can conclude that reflective practice is very effective to the personnel of the company to provide the best quality services to the respective clients of the company. Without having a proper reflective practice of services, no representative can ensure proper services to their respective clients of the company (KUANG and DU, 2011). By taking responses from the existing & prospective clients of the company Vodafone UK could handle the proper solution and be able to take the preventive measure of the problem.
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