       Milena Petrova Valeva
                   Student Number: 1817469
           LCBB4002 COMMUNITY ENGAGEMENT
                      Assignment Title: Community Engagement
           Module Lecturer’s Name: Tanja Nathan






      









     
                             Content:
1. Introduction
2. What is a Reflection Report – General Concept
3. Learning Methodology
4. The Role Play Activity
5. Feedback
6. Description of the event
7. Feelings
8. Evaluation
9. Analysis
10. Conclusion
11. Action plan
12. References















[bookmark: _Hlk18070036]Introduction:
This is an individual reflection for a specific event which occurred during my university session. For this reflection, I will be employing the Gibbs model which consists of six definite stages (Gibbs, 1988). I will describe the particular event, make a written statement of my feelings at the time and after, create an evaluation and as well as that an action plan for future references.
The event which occurred was in an activity of a role play as a part of my assessment. We had a lecturer who looked at the ways in which I carried out the role play and my partner reflected upon my performance, the conviction in the case I explained, the general use of words and our body language.

[bookmark: _Hlk18070060]What is a Reflection Report – General Concept:
A Reflective Report may be a piece of writing that summarises a student’s important reflection on a theme. Reflective Reports have an element of confidence in their implication. Reflective Reports are oftentimes used as a part of the assessment of sensible comes. In cluster comes, individual Reflective Reports will document every student’s own contribution to the collective work. It generally provides an summary of the sensible project and an intensive account of its progression (Ivory Research, 2019).
[bookmark: _GoBack]The Reflective Report is quite different from the ancient tasks in that it enables students to analyze their experiences, the negative and the positive aspects of their presentation. This type of task does not require you to maintain impersonal objectivity; instead, you are expected to present your own actions, emotions and opinions. To be successful, students need to critically evaluate their own actions and progress and demonstrate the ability to relate their personal experiences to theoretical information.
Reflective reports effectively develop our ability to reflect on our own performance.

[bookmark: _Hlk18070093]Learning Methodology:
There are various ways in which information can be acquired from different sources of information. The most important aspect to these cases is the effectiveness of the way in which information is delivered and perceived. Some types are more effective for a particular group of people than others due to the unique wiring of the brain of all individuals around the world. 
In a personal sense, I prefer the type of learning which involved videos and digital demonstration of theory into practice as well as reading books and journals. Videos help my visual learning abilities. 
I am a person who does not find a great value in temporary knowledge and desires the information to be remembered for a long time. I do not see any effectiveness in memorising information and not understanding it as well. The most effective way to retain knowledge is to understand it in the first place.

[bookmark: _Hlk18070118]The Role Play Activity:
The store manager is responsible for overseeing the  daily operations of the store, making sure that everything runs smoothly and efficiently. Part of their duties is to motivate the team, create new strategies for business development, develop promotional materials and train new staff. They need to be in touch with store customers and staff. They need to make sure that their employees offer excellent customer service as well as monitoring the store's financial results. Part of the manager's responsibilities include handling customer requests and complaints.
A good manager has many responsibilities that he must perform without compromising any part of his role. They must have the skills to manage an effective store, plan employees, implement company policies, and more. Achieving sales goals and motivating the team are two of the important parts of the store manager's job. Working with customers is probably one of the most difficult tasks. The clients to be pleased and again to return to Claire’s are a top priority for the sells team. However, when the seller fails to deal with a difficult customer or a disgruntled customer, the good store manager must show his skills and solve this problem without affecting the company financially or company reputation.
Let me give an example of how a store manager work with a tough client who wants to make a complaint In the shop, Claire’s comes a mother who has brought her daughter for piercing and putting on earrings. The next day the ears of the child begin to become red, and she feels pain. The mother is upset and believes that in the store Claire’s there was a mistake in placing the earrings. She wants to make a complaint and talk to the manager. As a good manager, I will try to reassure the mother first. "I know that every mother would be worried about this situation, but I can assure you that our earring procedure and all of our tools which are necessary, supplies and earrings are designed for the safest and most hygienic piercing experience. Our employees pass training and additional workouts, how to safely and carefully work with children. I understand your concern and I regret this, but with some children, it is possible to slowly recover after this procedure. What I can do for you is to offer you a special lotion ‘’quick lotion’’ is the name for a speedy recovery. It is dermatologically and paediatric investigation, tested for effective care for pierced ear. Three weeks of use is appropriate and approved a period for use. The quick lotion is safe, and its soothing formula is favourable for the skin. I am sure your child will feel much better soon. Be sure that we take full responsibility for our customers.,,
The mother feels more relaxed after this conversation, she takes the lotion and the problem is solved without affecting the reputation of the company, because the manager succeeds diplomatically and carefully make her feel relaxed.


This was the role play background to which I will be creating my Gibbs Reflection Report with the six stages below.

[bookmark: _Hlk18070151]Feedback:
· Introduction Explanation reviewed as good.
· Presentation (Practical demonstration) reviewed as good.
· Conclusion (How well can you carry out the activity) reviewed as good.
Additional Comments: “She was nervous on the beginning but after that she start doing very well. She present good introduction and good conclusion on the end. Next time I am sure she will be more confident.”
My response: I feel good to hear that the role play was good after the rocky beginning I had due to my nervousness. What my partner wrote about how I did and looked is very correct as it was quite visible I was nervous. I am generally pleased with the way they thought my performance went.

[bookmark: _Hlk18070180][image: ]Description of the event
I am in the classroom where I and my colleague are carrying out the role play activity which we came up with as a part of our assessment. My partner created an evaluation sheet and I presented in front of the class. The lecturer was also there who assessed how well I performed and she gave constructive criticism after the end. The audience was attentive to our role play activity.
The role play was based on a scenario at Claire’s where a mother buys earrings for her young daughter one day. She comes the next day and she is upset as her daughter’s ears are becoming red and itchy. My main strategy was to show that we can manage the customer’s distress in a mannered and professional way.
As the role play continued, I presented an argument as to how all of our stock is sterilised and we offered a special lotion. The mother was more relaxed in the end in the written case. 
The people were generally pleased with the way the role play situation turned out. The lecturer was also fine with our activity but she had some points of criticism regarding the body language as well. For example, she said that she judged my body language and my deep intakes of breath which indicated that I was very nervous. Despite the general good feedback, the body language issue was what made my performance less effective. It is something to keep in mind. 

[bookmark: _Hlk18070221]Feelings
As already mentioned, I was nervous and my body language made that very obvious. I avoided eye contact and at times caught myself breathing frantically. I displayed nervousness only in the beginning and after the two minutes I felt myself relax a lot more. 
I have felt like my English, particularly my spoken language, is not on a good level in comparison with other students. I was worrying about whether or not I will fail the presentation or say the wrong words and make the audience and the lecturer confused. 
People kept quiet for the entire role play and they gave encouraging smiles. This made me think that I will not fail. It gave me more confidence and peace of mind. I was pleased with the outcome of the role play even though my body language was not perfect and it was mostly because of the encouragement I received from the audience.
Now, after it has occurred and past, I think of the ways in which I would perform better next time and use this experience to my advantage. If I had to list the emotions I felt throughout the activity, it would be like: I felt increasingly nervous, and then forced myself to breathe and be composed. In the set aftermath, I felt more relaxed and confident.

Evaluation
The thing which was good about the experience was that I had an interesting concept of the role play and the solution to the problem I presented. This was also highlighted by my partner in the feedback.
On the other hand, what was bad but not detrimental was that the body language was negatively impressionable and the doubt about whether the language barrier will stop me from doing well. I believe that was also fine, though, because I will learn from this experience. I have been advised, read more books in English and I will manage my schedule and have some free time to read and practise from now on. Also to improve my speaking English is massive part of my future plans.

[bookmark: _Hlk18070271]Analysis
The delivery of the problem of the mother and the presented solution to her was what personally went well in the role play. I stated all of my lines and words correctly according to my character which also contributed positively to the entire assessment. My colleague also did very well in his feedback report and the audience was very encouraging. 
What went wrong is the display of nervousness. I do not usually deliver a lot of presentations, especially in the forms of role play. I was also alone and I did not feel as if I was ready to deliver in a language I do not feel comfortable in. 
Now that I reflect back on my experience, I can see the purpose of delivery of presentations independently and in English at university. This develops the thought process in another language and urges the person to think quickly and well in a tight spot.

Conclusion
The role play was interesting and with an attractive idea despite the fact it was short. It was on point and my good collaboration and healthy professional relationship with my colleague contributed to the success that I had in the end. This made the nervousness factor a lot less significant.

Action plan
I will bear in mind the way in which I deliver presentations and role plays in the future. It is important to look and feel confident as there is a certain purpose to be in front of others. The way in which I aim to create more confidence for myself is through the belief that every time I am in front of others, I will deliver information which will be helpful for them as well. This thought makes me determined and motivated to overcome my language barrier and not limit myself with the skills I have acquired now but to look for the ones to develop eventually.
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