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[bookmark: _30j0zll]Introduction
This assignment is the continuation of the first assessment of community engagement and in the first portion it was mentioned that I was playing the role of manager in a care home named Bright Care that is generally a home care service provider. In this second portion of the community engagement I am suggested to discuss about the reflective learning of my role play in the home care. In order make the discussion more organized and easily understandable I will be following the Gibbs reflective cycle so that I can explain my experience in the home care in a better way.
The reflection model was developed in the year 1988 by Graham Gibbs so that people can easily present their experiences in an organized way. The Gibbs reflection model helps an individual to follow a framework to present the experiences and plan the future learning in an effective way as the individual can reduce the activities that did not go well and can add activities that were good for him/her. Basically the model six steps cyclically and those steps are description, feelings, evaluation, analysis, conclusion and action plan. The following graph will be showing these steps cyclically.
[image: ]
1. [bookmark: _1fob9te]Reflective Evaluation Using Gibbs Reflection Cycle
In my professional life I need to work for a particular organization or maybe many organizations but the learning from my experience will always have a great impact on the future activities. Right now, I have played the role of the manager of a home care organization and I would like work through the experiences I gathered while working there.
a. [bookmark: _3znysh7]Description
The environment of the home care was really good for working. All the staffs and co-workers were so supportive and helpful so that I can complete my tasks properly. Brockbank and McGill (2007) said that as a manager of the organization it was my responsibility to go to the clients if there is any problem with the care service provider and the client. Here I would like share a specific experience with one of my clients where it was happened that one of the care service provider was late to reach the place of the client. In fact, the carer was one hour late due to some personal matters but she did not inform either me or the client. That’s why the situation went wrong and I had to take action against that carer.
As the carer did not come timely, the client called me and describes the problem and asked me to come over her place immediately and she was really angry with the carer. After getting the call I went there and talk to the client and apologized on behalf of my career and contact with the carer and after waiting another 30 minutes the carer arrived to the client’s house. When I was leaving from the office for the house of the client I took another carer with me so that she can perform on behalf of the existing till she arrives. After her arrival she described the situation why she was late on that day and she also mentioned that it was just a mere accident and nothing was intentional. After hearing all the issues from the carer and the client I had to make a decision that makes the client happy as that happiness is the main asset of our organization. So, I had to suspend that carer for a week although I felt that the reason for her being late was a valid one and she did not deserve a big suspension like that. This was really remembering experience for me because I wanted to do something else but I had to do something else for my job responsibility.
b. [bookmark: _2et92p0]Feelings
While dealing with the situation I was feeling puzzled because my mind wanted me to do something else but I could not do that because of my job responsibility. Before reaching the house of the client and hearing the reason for being late from the carer I was very angry with her and wanted to scold her badly for her irresponsible behaviour but after knowing the reasons I felt that her explanation is considerable at least to me personally. Leonard (2002) suggests that I believe that every other people would fell the same I was feeling because every employer has some attachments for his employees as they are a team who works in one organization and they all are human being too. But the peoples form the client’s side was very angry and was not ready to hear a single justification. That’s why I had to take such a harsh decision.
After suspending the carer for a week the client and the peoples of the family of the client were calmed and they suggested me to be more careful in these situations. They also admired my ready wit of taking another carer with me while leaving form the office to the client’s house so that the client can get the services immediately after I reach there. While dealing with the situation I was in the house of the client for around two hours and after taking my decision I was not happy inside as I took the decision that was little harsh for my carer but I had nothing to do as I had to follow the regulations and policies of the organization to handle situation like this. Now, I feel that I should have called the carer after three days reduce the suspension and ask her to join the office immediately and I would also like to help her to resolve her personal problems so that she can avoid such situations.
c. [bookmark: _tyjcwt]Evaluation
After taking the decision about that care service provided I was thinking about the good and bad side of that particular decision of mine. Schön (2000) said that the good side is that it would be benchmark for the clients as they will realize that Bright Care will never ignore any irresponsible behaviour of the carer and the care service providers will also be very alert as they know that they will be punished if they show any irresponsible behaviour while working for any client. On the other hand the bad apart of the decision is that I could have gave her a lower punishment that would also satisfy the client but for making every other carer alert and maintaining the good reputation among the clients I was bound to do that.
While handling the situation, I had to take the decision based on some specific rules and regulations of the organization and on the basis of the situational knowledge provided by the client as well as my carer. The client described the situation to me and said their dissatisfactions about the service of the carer before the arrival of the carer that day. After the arrival, the carer also described her justifications and after hearing all these I took the decision by following the policies of the organization. At the same time, the family members of the client also provide much information about the service and they also pointed out the satisfactory and dissatisfactory activities of the service and their conversation helped me to realize that the full family was happy about the service until the bad experience took place. That is how they all contributed to resolve the situation for the organization and me.
d. [bookmark: _3dy6vkm]Analysis
In the analysis step I need to analyse my decision making and the situation prudently so that it can be said that I take the appropriate decision on that time. The situation was like that, the care service provider of my team should have reached the house of the client before one hour but she failed to do so. That’s why the client asked me to come over and after reaching to the house of the client I came to know the points of dissatisfaction of the client and I had to take appropriate steps against the carer immediately.
While leaving form the office for the house of the client I took one care service provider who will start her activities for the client as soon as we reach the home of the client. According to Zeichner and Liston (2006) this is the major activity that helped me to calm the situation and buy some time to think and give a proper decision. Then, after the existing care service provider reaching there I hear all the details from her and she presented her causes why she was late that day. At the same time the client also presented points. Finally, I suspended the carer for a week although I felt that the carer’s reasons were strong and she should not have been punished so harshly. That’s why I called her to join the office after three days but she will be on service for any client only after the passing of seven days. These are the things that helped me, the manager, to handle the situation in a better way so that the clients do not lose their faith over my organization and neither my service team members.
e. [bookmark: _1t3h5sf]Conclusion
The situation was like that, the carer of my organization was one hour late due to some personal matters but she did not inform either me or the client. That’s why the situation went wrong and I had to take action against that carer. As the carer did not come timely, the client called me and describes the problem and asked me to come over her place immediately and she was really angry with the carer. After getting the call I went there and talk to the client and apologized on behalf of my career and contact with the carer and after waiting another 30 minutes the carer arrived to the client’s house. While leaving form the office for the house of the client I took one care service provider who will start her activities for the client as soon as we reach the home of the client.
According to Taylor (2010) the situation helped me to learn that what should be the reaction of the manager when any member of his/her organization fails to perform the responsibilities due on him/her. For the current situation I learned that in these types of problems the decision maker should be thinking with cool head and take the decision prudently by following the policies of the organization and expectations of all the parties related to the situation. In a situation like this the manager should think from the perspective of all the stakeholders of the organization because both customer and employees satisfaction is important for the survival of the organization. In the mentioned situation I could have sack the carer who was failed to proper professionalism but that would create a bad impression for the whole human resource of my organization although the clients would be very happy. The major thing is to follow that none of the parties should feel that I was doing any injustice to any of them.
f. [bookmark: _4d34og8]Action Plan
The policy of the organization directs me to the same again if the same situation comes in front of me. But I feel that the decision making should be fair and not biased to any group whether it is employee of the client. According to Sicora (2017) it also can happen that the care service provider was intentionally irresponsible for the situation or may be client triggered the situation to take place by his/her behaviours. It is the sole responsibility of the decision maker to take decision after understanding the situation properly and identifying the party who is responsible for the situation.


[bookmark: _2s8eyo1]Conclusion
In this particular portion of the assessment I tried to present the experience of my working time as a manager of Bright Care. Here is also discussed the decision making criteria and the regulations that provides guidelines for making decisions in such situations. With the help of Gibbs reflection model I presented the whole situation and the decision making and the consequences after the decision was made. Finally, I would like to express that Gibbs model is really helpful to present the past experience and plan the future activities for avoiding the ineffective portions.
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