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Introduction

The purpose of this report is to reflect on the skills I have acquired while studying Academic and Employability skills. Some skills gasp will be also identified. This will be done by using Gibbs reflective model. I will reflect on a situation which occurred at my workplace, and I will evaluate my actions in order to improve my practice.
Gibbs’ Reflective Cycle 

In this reflective report, Gibbs’ model of reflection (1988) will be used. This model has 6 stages which will be discussed below.
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Description

I have recently changed my workplace, 6 months ago, and now I am working as a seller manager in a shop. I am supposed to coordinate the rest of the staff, taking care that all the duties are accomplished. I have 21 years’ experience in this field, but I am still facing challenges every day. One of the real challenges is that my experience is not enough in this country, because of the language. The situation that I am about to reflect on, took place 2 months ago, after the lunch break, when a customer came into the shop, willing to place a big order. The problem arose when one of my colleagues, with no experience, was not able to deal with her order. The customer asked to speak with the manager, and I was more than happy to help her. Smiling at me, she struggled pronouncing my name, written on my badge. I told her, without realizing that could be a mistake, that I am Romanian, and my name is Madalina. After realizing that the manager is Romanian, she refused to be served by me. I tried to explain to her that I am the manager of this shop and I was there to help her. The customer became very rude and she started yelling at me to stop trying to help her, as she does not want to be served by a Romanian girl. She told me that Romanian people are useless, and she rather go home without buying anything. Right before leaving, she told me that she is going to make a direct complain about me, because she does not want a Romanian manager at her favorite shop. I was petrified in front of her, and I was not able to answer her. My experience was not enough to handle that situation, and I had never had a similar situation in my life. As soon as she left the shop, I went home without saying a single word to my colleagues. 
Feelings

After this situation, I felt useless, discriminated, and very angry of myself about the fact that I have not even tried to handle that problem, but I could not say a single word. I was about to quit my job because of the circumstances. I also felt very embarrassed with my colleagues, because they were watching us, and as a manager they expected me to know how to solve the problem. I felt like she could have been more comprehensive, because the nationality should not matter as much as the professional skills which I gained during the last 21 years. The incident upset me so much that I turned off my phone, because I did not want to speak with anyone in that moment.  After reflecting on the episode, I concluded that I must speak with my boss before the customer, and to present him my version of the facts. I realized that the fear of communicating my feelings at the right moment, could lead to future and bigger misunderstandings. 
Evaluation

Evaluating the experience, I found both good and bad elements which have led to the problem itself.  My main duty, as a manager, was to offer assistance to the customers, after interacting with them, and identifying their interests and needs. I feel like I did not accomplish my responsibility, because I was terrified in front of the customer. 
At the time, I did not realize that the situation should not be left unresolved. I left the shop immediately, and after speaking with one of my colleagues, which is my best friend, I started to feel less disappointed and I realized that was not completely my fault.  

Analysis

Both my own actions and those of the customer, made the situation worst. Now, I think that I should have reacted at that moment, rather than permitting her to yell at me and insult me. Also, I should have told her what I think and how I feel about her reaction. it is preferred to deal with this type of situations immediately. I have called my boss, trying to explain the situation which occurred between me and one of the customers, asking him at the end of the conversation, to take my holiday earlier, and he agreed. Speaking with him, I found out that that lady is one of the loyal customers, and a family friend of my boss. Hearing the facts, I was sure that I must find a new job. After few days, when my holiday was about to finish, my boss called me to assure that I will return to work. In the meantime, I searched for other jobs, but when he called me, I was very excited and surprised that I still have the job. I returned to work and the boss called me in his office. We were not alone, the customer was also in the office, and when I saw her, I started shaking.  He said that the reason of that meeting is to solve the problem and invited me to take a sit. I felt like I was in trouble, and now I understand that this situation could have been avoided, by managing different the situation in the first time.  Not giving me enough time to realize and to answer to her, and embarrassing me in front of my colleagues, made the situation worse. She told my boss, that she had a lot of problems with Romanian people over the last years, and that she is very skeptical when handling Romanian staff. I don’t think it was the case, because I was very respectful, I always have treated equally my customers, with a lot of professionalism. She insisted with the fact that she does not want to speak with me, because of my nationality, but it was not my fault that she had problems with other Romanians. She was not supposed to take revenge over me, because of her bad experiences. I could have trusted me enough to answer her, without letting the fear take over me. I gave up easily and in that way, I made her believe that she was right about me, especially when saying that I am useless. 
Conclusion

If a similar situation arises again, after critical thinking on my experience, I would handle it in a different way. I believe that I should have spoken to her immediately. The biggest lesson that I have learned by living abroad, is the importance of communication. According to (Brun, 2010; Summers, 2010), ‘every person’s communication skills affect both personal and organizational effectiveness’. I should have been confident, instead of letting her to take advantage of the situation. She took over the conversation, and without blinking, she left the shop before I could say a single world. This misunderstanding could have been a great opportunity for me to prove the fact that I deserve the role of manager, but I realized that every human being is liable to making mistakes. I believe that making mistakes is a prove that you are trying, and we can learn from our mistakes.  

Action Plan 

Even though I have 21 years of experience in this field, I have just 6 months of experience working in the United Kingdom. I am planning on integrate, but this will take time. I am not a patient person, and this is a weakness that I need to improve. I will do my best to avoid misunderstandings like this, but it does not depend only on me. I will work on my problem-solving skills, because I am aware that I must be capable to identify the problem, to look for solutions, and then to make a decision. I have a problem with asking for help, and to speak about my problems. I also need to gain more confidence, and I think that confidence comes with experience.  I have already had a meeting with my boss and the customer, and I realized that generally, communication is the key in solving problems. I will try to learn from other experiences, and most important, from my mistakes. I know for sure that I will be facing other challenges, but I need to develop my resilience skill and to come back stronger from them. 
Academic and Employability Skills

Each and every individual aims to prepare himself/herself in a way which would help him/her to achieve his/her desired career. However, in order to become ‘career ready’ one needs to possess certain essential skills. According to Malin et al., (2017) career readiness depends on three major areas of skills; those are employability skills, academic skills and certain job specific skills. According to them each individual is required to possess some functional academic skills to carry out their everyday works, for instance knowledge of English language (or any other language depending on the location), mathematics, economic environment etc. are some of the core academic skills that are essential in our daily-lives. Employability skills on the other hand are those that are extremely important in all 21st century workplaces, some examples of those skills are adaptability skill, critical thinking skills, presentation skill, time-management ability, reflective skills, written communication, collaboration & team work skill, ethics and professionalism and so on.  
Students that aim to prosper within the field of academics must acquire relevant research and academic skills. Allison et al., (2016) said in their report that research work is all about finding, collecting, interpreting and evaluation information so that an in-depth understanding of the area of study can be formed. Students thus must possess certain skills so that they can carry out their academic activities in a systematic and ethical manner. As per Allison et al., (2016) some of the most important academic skills are knowledge of research methodologies & ethical obligations and academic writing skills.
SWOT Analysis 

After this experience I have decided to use the SWOT Analysis, to look over my academic and employability skills, and the gaps I need to work on. SWOT stands for Strengths, Weaknesses, Opportunities and Threats.  Knowing my strengths, I will be able to focus on the things that I am good at. I will try to avoid as much as possible my weaknesses, and in the meantime, I will work on improving them. 
Academic Writing, Research Methods, Referencing Technique, Reflection, Time Management, and Critical Thinking, are the skills that I managed to improve and I am good at. Those are my strength, but I still have some weaknesses that I am planning on improve: oral communication, confidence, research methodologies and time management.


Personal Development Plan

In this section I will develop an action plan to resolve current issues. Action plan can be described as an individualised action plan, that learners use to identify their goals and try to peruse them in systematic manner. 
Goals
· To develop my knowledge of research methodologies within three months.
· To develop my verbal communication skill and enhance my self-confidence within upcoming 6 months.
· To become more organised within 2 months.
Action Plan 
· To get involved in active and in-depth reading of books and literature related to research methodologies.
· In order to develop my confidence, I would focus on developing my active listening skills. I would also practice presenting my onions clearly and concisely.
· I will develop task schedules which involves task description, and time frames to become more organised. Suleman, (2016) said in his paper that schedule is an effective tool of time management that help people execute their task according to their priorities and sequences.

Conclusion

Reflective thinking over an experience is a beneficial process that helped me improve my critical thinking. I have reflected over my academic and employability skills, and over the skill gaps that I need to improve. I believe that reflective writing is a golden opportunity to gain knowledge. After reflecting over my mistakes and successes, I realized how to avoid repeating them, and I also gained self-confidence.  
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