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Customer management is a motion to manage the relationship of business with customers. This study is going to evaluate the role played by the manager of Gail’s Bakery in handling a customer with long queue issue. It is going to evaluate the proper execution of the skills of a manager. It is also going to evaluate his role in the management of the issue and strategies for handling such issues in future. In the first part organizational background has been highlighted. 
[bookmark: _Toc15733102]Explanation of the role
Reflective Analysis
Gibb’s reflective cycle is framed tool that helps in learning from past experiences. According to Sekarwinahyuet al. (2019), there are six stages in this cycle that allow working through experiences. According to Sekarwinahyuet al. (2019), it helps us in developing creativity skills of thinking and also makes encouragement in participating actively in any work that in turn increase the progress of work. This reflective analysis is based on the role play part and the first part of the assignment. In the role play I identified the issues of the customers and provided specific answers for the queries. In the report I have identified the role of managers in Gail’s Bakery along with that the report identified the skills provided by the trainings.
Description 
As a manager of Gail’s bakery many customers come to me with their issues related to buying experience. In the part 1, I have analysed the organisational performance and role of employees in Gail’s bakery. The issue of the customer that there was a long queue in the shop and it makes him wait for a long time. Standing in a queue for a long time results in wasting of time as well as it makes the customer unsatisfied. The problem retains even in the weekends. Employee’s behaviour is a barrier of effective communication. Lack of cash counter and the slow motion of working of the employees also have resulted in dissatisfaction of customer as it makes huge time consumption. Customer stated that because of only manual transaction system is available. I assured the customer that we will do our best to so that they do not face this type of issues in the future. I mentioned that the company will install vending machines, digital transaction method in the outlets. From the role play I recognized the prime issues were the lack of technological up gradation and employees behaviour. 
Feelings
After listening to the issue of the long queue and lack in employee’s behaviour in Gail’s Bakery, as a Manager, I was concerned about the reputation of the company. As per the views of Hill and Brierley (2017), customer’s satisfaction is the most fundamental part of any business and a single disappointment has the ability to be a reason for dissatisfaction. I thought a training session would be useful. Navimipour and Soltani (2016) stated that technology is an important part of any business organization that helps in reducing time consumption and also make an organization updated that attracts customers. In terms of part 1, I felt that Gail’s bakery lacked in modernization of technologies. Duty of managers is to provide best quality product to the customers. In this context I felt that the technological lack was hindering the skills of proper management.
I felt that the technological development is necessary to improve customer satisfaction levels. I decided to request the authorities to install food vending machines and online transaction devices in the outlets. Along with that I felt the importance of employee’s polite behaviour to the customers. From the discussion I also felt that change in company’s employee’s behaviour will help to retain customers. 
Evaluation
In the situation of facing such complaint by a customer, my reaction was to give importance to the customer and listening to the problem. As stated by Van Aken and Berends (2018), it was bad in having any cause of dissatisfaction by any customer of the company. However, it was good to get a chance of awareness about the persisting issue of the bakery and it will give me a chance to take initiatives in order to resolve the issue. If one customer has complained then there is a surety in facing difficulties by other customers too. Information about having new employees and their lack of experience in communication as well as environment adaption has made customers more anxious. I also mentioned that the organization will introduce new facilities to improve busying experience. However, the introduction of online transaction method and food vending machine gave the customer satisfactory answer. The customer was seemed to be satisfied by introduction of new technologies. It is quite evident that online transaction and vending machines will be effective reduce the time waste by standing in long queues. This promise of action by management has helped in getting a positive reaction by the customer. According to Göker and Bozkuş (2017), supporting behaviour and quick initiative of management and employees in a company result in getting positive feedback from the customers. Surety in starting online transaction method for payment has also result in getting a positive reaction from the customer. To solve the employees behaviour related issues I specified the importance of communication and skill development programs. To deal with the long queue related issue I decided to recommend, implication of online transaction method and vending machines. I have evaluated that the employees of Gail’s Bakery need certain training and development of skills to perform better which need to consider certain areas. I have highlighted the role of the manager which includes knowledge about the industry and process, maintaining food safety and sanitation, customer relationship and business management.   
Analysis
The situation has gone well as my supporting behaviour for customer and initiative in order to resolve the issue. As per the views of Muliukhaet al. (2015), increasing representatives in the counter of a company will help in getting worse more in the future. However, I have planned to install more cash counter for billing. This idea has gained a huge positive response from consumers and increases the satisfaction of customers. Cook (2017), stated that people paying online results in much small queue and it allows to retention of customers as well. Planning of management to install a vending machine is something that results in getting more satisfaction from the customer. This is because the vending machine allows the customers totally independent in purchasing any item as it accepts money and desired item option in a robotic way. 
Assurance of vending machine and online transaction seemed to satisfy the customers query. Along with that my assurance of providing skill development programs communication development training to the employees made a positive impact on the customer. Information of adaptation of new technologies seemed to meet customer’s expectations. 
I have identified the required skill development for the employees of Gail’s Bakery. In this context, I have highlighted that employees need development regarding managing of work procedure, hygiene expectation and food safety procedure.
Conclusion
I have highlighted the importance of those skills and well as selected role in the context of earlier assignment. Here I have focussed on the importance of the role of the manager. In this context, I have highlighted the role of manager to maintain workplace safety as well as food safety standards. In terms of role play, my duty was to react efficiently on this critical situation. I have also mentioned the required skills and knowledge in this context including food safety standards. This situation has a positivity that allows in having an experience of an issue that can arise in a company and also give a chance in forming a plan to handle such issues. My communication skills have helped me in interacting with customers in dealing with such a situation. My polite behaviour made a positive impact on the customer. As a result it became easy for me to identify the prime causes of such customer dissatisfaction. My helping nature and assurance of looking after the issues helped me to bring the customer reliability on the company. 
Action plan
According to Raj et al. (2018), it is important to organize manager’s workflow by arranging meetings with top management as well as other employees in order to make any changes and to incorporate any strategies. As stated by Omar (2016) performance Tracking System for team and employees is also a useful tool that helps in determining the quality of service provided to customers. 
In terms of community engagement, I will like to further mention the standards for work environment safety as well as food safety. Also I will like to mention the strategic approaches for the company to improve respective skills and competencies. I will request the higher authorities of the organization to allocate budget for the necessary technological development. In order to retain customer satisfaction and solve the issues of standing in long queue the organization is needed to upgrade the technologies rapidly. 

Figure 1: Gibb’s reflective cycle
(Source: Sekarwinahyuet al. 2019)
[bookmark: _Toc15733104]Conclusion
Thus, it can be concluded by this assignment that reflective practice is an essential process that helps in knowing about our own skills and also helps in developing knowledge and creativity in our working process. In this context, it also helped me in understanding the issues of customers in Gail’s Bakery to wait a long time during purchasing any product. The trainings are helpful to deal with such problems. From the reflective study the importance of technological up gradation in the modern business style became clear. 
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