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In this article, I am going to describe a situation, which happened at the beginning of my career as Receptionist in EMS studio in London, which offers training sessions and is equipped with the famous German equipment, called Miha Bodytec. I will use the Model for Reflection (1988) to complete the task for reflective writing.  
Description

I've just started my new job as a Receptionist in EMS Studio. My primary responsibilities were to make general administration, to enroll new members and to assist current members with their queries; to serve customers, to take money for activities and to accurately account or transact at the end of each shift and also to actively promote and sell the various memberships available. 

Some time ago, a lady in her 40s entered the office. She said that she came to test the training session with the new system, which is designed by Miha Bodytec, for electro-muscle stimulation. I have shown her the training room and the press room, and then I returned to the reception. Only 10 minutes had passed since the beginning of the training session when the lady left the training room. She was angry. She raised her voice and complained that she is not satisfied with the services that we offered. She said that she wanted to have a one-to-one session with a coach and she insisted on being on her own in the training room. I was impressed by her appearance and behaviour. I calmly explained to her that these are the terms of the service and that the EMS training sessions are conducted by a professional coach in a group of people, which consisted of 2 people. Unfortunately, she was not willing to accept the terms of that service, and she said that as a customer, who paid for the service, she had the right to determine the training session conditions. Although I became perturbed, I managed to stay calm in that problematic situation. I sincerely apologised, and I calmly explained to her that the company policy was focused on satisfying the customer and we as employees of this company appreciated our customers, and we did our best to exceed their requirements and expectations. I managed to calm her down using my experience, skills and knowledge.  I apologised her once again for this unpleasant situation. I offered her a one-to-one session with a personal trainer on a 30% higher price than the regular service. I also gave her a card, which allowed her to have a 50% discount from the next training session. Then, I invited her in the lobby to wait for her one-to-one training session until the coach finished with the previous session. 

The customer calmed down in a few minutes. She regretted her rude, and she apologised to me. She waited patiently for her one-to-one session. I felt disappointed by myself because I did not adequately estimate the situation. I was not feeling very confident in my knowledge. I need to admit that I did not explain to the customer the conditions of the service and the specifics of conducting the training session at the beginning of our conversation, although I knew each of these. I feel satisfied with the fact that this situation revealed to me my weaknesses and through it, I gained knowledge and experience.
Feelings

I was very confused by the fact that the customer had left the training session before it finished. I also felt terrified and confused because the client behaved very angry and aggressive. I worried about the customers, who were waiting in the lobby because they became involuntary witnesses of this situation. 

I had the opportunity to discuss that situation with my manager later on the same day. I represented him the story to the slightest detail. He was appalled by that event. Despite this, he praised me for remaining calm during that stressful situation and also for continuing to treat the customer politely. He encouraged me to be more confident in my knowledge, and he also highlighted to me the importance of presenting in details what the respective service offered. He also asked me to seek for the help of my colleagues, who are more experienced and to contact him when I face a difficult and aggressive customer.  
Evaluation

This situation is unpleasant for me. I regret not providing the customer with detailed information about that service, how the training sessions were organised and conducted. I realise that I should not have led her to the training room before I had made a presentation of the service. Despite all this, I would say that I feel satisfied with myself because the customer agreed on the offered conditions, she did her first workout, and she left our office satisfied with our services.
Analysis

By analysing this case later, I realised that I had behaved rashly and without confidence. A mistake of mine is that I had not explained in details what the EMS training was and how these were conducted and thus, I misled the customer. After the meeting with my manager, I realised that I should present to each new customer the terms and conditions of conducting EMS training session.  I will never forget that I should also make to each new customer a tour of the whole training studio, to show him the equipment, to introduce him to the coach, and also to give the coach opportunity to provide information about the training and diet programs.
Conclusion

The benefit of this situation is that I realised that I should be very well aware of the conditions for conducting EMS training sessions and also to be well prepared for communicating and dealing with different customers. I am sure that the situation would not have happened if I had informed the customer that the training sessions are conducted in a group of 2 people. Thanks to my manager, I also realised that I should be more confident and continuously develop my communication skills in order to be more successful in my job of a Receptionist and to better deal with customers. 
Action plan 

My target is to be more confident in future. I am motivated and willing to make the needed efforts in order to be better prepared for each question a customer may have for the services offered by EMS studio or the company itself. I will have several meetings with my colleagues, who also work in the same position in the company. 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.

In addition to this, I decided to go to University and study Business  Management.
 I think that this university program will not only be beneficial to me on my current job but through it, I will develop my communication skills and I will learn the best practices for working under pressure. Last but not least, after this educational program, I will gain the needed knowledge and develop my confidence in order to be more successful as a Receptionist in EMS studio. 
Reference: 
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