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Introduction
Conflict people are tent to blame the others for their mistakes. It is easy to say that someone else is quilty rather to be engaged with his own education, development of self-control and restraint. The beginning of positive self-change is about ability for that person to reflection. Reflection is a thinking, consciously, purposefully, self-knowledge of your own cognitive activity, interaction and communication through self-observation. Reflection means turning to your own thoughts and experiences, their analysis and getting to know to your own knowledge about yourself as a person, for their practice as well as interactions and conversations with others. Reflection helps us to eliminate erroneous beliefs and wrong approaches in problem solving. Includes conclusions, generalizations, analogies, distinctions and evaluations, analysis, judgment, taking into account our feelings and memories. Reflective writing is what i am going to do in the next few steps. Everything what is in my mind, with my own words, as long as it is related to the subject. Reflecting on experiences can help people deal with them better in the future. ...  However, if they don't reflect on their experience, and if they don't consciously think about how they could do better next time, it's hard for them to learn anything at all. This is where Gibbs' Reflective Cycle is useful.
Description: What happened?
Feeling:     What were you thinking and feeling?
Evaluation:  What was good and bad about the experience?
Analysis:    What sense can you make of the situation?
Conclusion:  What else could you have done?
Action plan: If it arose again what would you do?

Description
[bookmark: _GoBack]Based on the Assignment 1 we had to choose a position in the work place which is familiar or we are working at the moment. That is how we can understand the essence of this report. Also it will be easier way to do it properly. I decide to be a manager in housekeeping department and my colleague was room attendant in Rosewood Hotel London. The role we played was the following: Hristiyan Parvanov enters to service the guest room and after a while suddenly receives a call from me (the manager). I said to him that the guest complain that his phone is missing, and if he knows something about any phone in that room. I asked him when he start the cleaning and let him know that i am coming in the room immediately. So I went to speak with him in the room to find out what exactly happened. I ask him if he saw the phone, and his answer was No. We start checking together if we can find it, but nothing. He guessed that probably when he took out the dirty linen, the phone was between the sheets. He went to check them and luckily the phone was there. He also mention that he is very busy and he completely forgot to check the linen. Then i told him that this is a simply stupid mistake. He started to apologize. In this case, the end was happy for everyone. But he still had to look carefully, before taking out the sheets. It was his first complaining from a guest, so i was indulgent. However we solve the problem.

Feelings
Let’s start with how much we know the people we work with. If we work with a person for a long time as Hristiyan, we begin to get to know him and himself as a character not only in a work place. What i am trying to say with this is, how did i feel when i knew i had to discuss exactly with him. When a problem occurs, we getting worry and we are scared if we can manage the mess. When we start acting i took my colleagues attention. They were quiet during our role play. My first reaction was surprised like i couldn’t believe that exactly to one of my best employees is happens. Then i calmed down and i acted the same way with the right questions and the normal tone of my voice. Which helped me end everything finished with happy ending. Sometimes to solve a problem is not that easy. There was no point to shout and no stressful environment was created. Because when you scream to someone you are going to create a new problem and it will not be possible to solve the main problem. I was empathetic because i saw that he was scared also. Anyway in the end i was a bit disappointed of him. In the end i felt relaxed. After the role i felt satisfied and more confident.

Evaluation
In every job there is always someone to rely on. Communication between different departments is very important. We all depend on each other. To be a manager is not that easy as it seems, you have to deal with everything. You have to advice your staff, you have to listen to them, it is your job to decide what will happen next. Always you have to find a way speak nicely and professional at same time with your workers. In this case i knew very well the person, and maybe that is way it was easily come to a solution. Maybe the easiest thing was to fire him, but where is the guarantee that another employee is not gonna do the same. You can not fire everyone, that will be a bad managing. Every human being deserves a second chance. Not always you like or love what you are doing at work. For first presentation it was not bad, i did not expect that i will enjoy it. There was a moment when we forgot what was next, but we did it. According to my colleagues my presentation was very good, even excellent. Except one, his opinion is that i start good and the presentation was short and also the conclusion was not a conclusion. I respect their opinion and next time i will present myself better. Now when i have different opinions i will have more options to where is my weaknesses and strengths.
 
Analysis
From my point of view always the best effective way to solve a problem is to listen both sides. To help your employees, understand them. There are different types of Managers, some just giving orders and doesn't really care about no one. Others, is just in their nature to look after everyone. Where is the balance? Maybe there isn't a balance, or you with the help to the other person can find it together. The truth is that every problem has a solution. The simple question "How are you" or " How do you feel" makes people feel valuable. Therefore they becoming happy and that is a way to prevent a problem, because their thoughts are in pease and they can focus on what they started to do.


Conclusion
From all what i wrote if the room attendant didn't know well his job and he did not remember that maybe the phone was in the sheets, which he throw for washing. Then everyone would be disappointed, mostly the guest. The Guest is the most important member from all the situation, because we all depend on him, his feedback for our hotel is of great importance. That is how he can bring some new clients to our hotel with a positive feedback, sharing with friends with the social media and other way of course. I can say that i am a good person first of all, as regards the position in which i am i can see it that i am doing it well. I can feel when someone is ignoring me, or just from the body language you can see it also. But luckily i don't have that kind of problems. Everyone is happy around me. When you treat people nicely they will respond the same way.

Action plan
My action plan for future is to be more confident, more professional and i will keep standing by my employees, helping them. As everyone knows for example if we did not train them properly, they will not do a good job. Therefore if the job is not done well we will have unhappy guests. So i will learn from them and the opposite. I started this course to improve myself, to show my daughter that it is never late to achieve your goals. Nothing is impossible, unless you don't want to do it.
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