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[bookmark: _Toc503730536]Introduction
I have been working at the McCain frozen food since last 9 to 10 months as a customer service adviser. For the organisation, it is hugely important role to play in the success. It is very important for the service provider that needs to understand customer’s requirements and their satisfactions and handle customer’s complaints and enquiries very effectively. As I have been working at McCain 10 months, I have learnt lots of practical experiences from the organisation, for example, communication, team working, leadership, self development etc. (source from website, 2014)
[bookmark: _Toc503730537]Kolb’s experiential learning cycle
Kolb’s learning cycle is popular model which claims that people learn everyday from experiences of life. According to Kolb (1984), the process of learning precedes a model or cycle include of four stages are concrete experience, reflective observation, abstract conceptualization and active experimentation (conclusion). A learning strategy of the cycle will not be effective on its own. Effective learning arises when a learner implements all four stages of the model (Kolb, 1974). 

[image: Kolb's Learning Cycle Diagram. 4 stages arranged in a circle with arrows pointing clockwise from one to the next. The stages are - Experience: Do something; Reflect: Think about what you did; Conceptualise: Make generalisations; Plan: Bearing in mind your conclusions]

[bookmark: _Toc503730538]Concrete Experience: Experiences we can learn from life, whether at work, at home, at school, out and about from everywhere every day we can learn. There are lots of opportunities that we can grab and learn (Kolb, D. 1984). This experience involves sensitive and emotional engagement in some action (Ed Petkus. 2000). We knowingly and physically involve in a position, which makes us think that we need to reflect completely to learn something new or improve on our existing skill and get experienced. At this stage we’ll make a note to describe of the specific situation that what we see, how we feel and what we think (Brown. N, 2015).  
At work place as a customer service adviser we get different experiences everyday from every customer because different customer comes with different complains, opinions (good/bad), enquiries and also ideas and we have to deal with all this things and get experiences.
[bookmark: _Toc503730539]Reflective observation: This cycle making relation over experiences also involves watching, listening, recording, discussing, thinking and developing on the experiences (Ed Petkus. 2000). Written down the description of experiences then demonstrate more deep in to on the situation and need to analyse that “what went well” “what failed” “why did the situation occur” “the way we behaved why did we”  (Brown. N, 2015).  Whatever we have done in workplace or in general it requires thinking about what we have done and experienced. We need to be trained to be reflective observation and able to do more analysis of the experiences (Kolb, D. 1984). As a customer service advisor, we give priorities to every customer. Our aims work with customers to make them happy and satisfied. 
[bookmark: _Toc503730540]Abstract conceptualization: After we pass from our thinking about experiences to explain them to enter to what Kolb named “conceptualization” to create a theory about the meaning of our experiences (Kolb, D. 1984).  Rather than using perception as a guide, need to thinking about, analysing, planning, converting or processing experience some watch others who are in the experience and concentrate on what happens while others already starting (Kolb, D. 1984). From the reflective observation questions the leading questions for this stage leads: “what could I have done for that situation” “how could I have done better and how can I improve” and try to fine different ways to dealing different situation. In this stage we should discuss with colleagues to get improving, better understating and get further ideas (Brown. N, 2015).  From this cycle of Kolb’s model we use this in work place as how we handle every situation and thinking more deep to use in future for the organization’s success. 
[bookmark: _Toc503730541]Active experimentation: In this stage of the learning cycle we test the theory we have supported. Our new reflections, thought and experience about improvements will support or challenge these theories (Brown. N, 2015).  It is not just enough to have them but we need to learn from our experiences by analysing, explaining them and testing our explanation. Also after deeply thinking and apply this cycle to the work place we’ll take the outcome from the experiences as a challenge and working for the best service. That’s the way to pass through all Kolb’s stages (Kolb. D, 1984). 

As a customer service advisor we play different roles to different customer and different issues. I can be very patient and can working in under pressure. I am very communicative and good listener and understanding. I can handle customer’s complain very effectively and provide assistance to help with any other issues and make them happy. This is my success in my work place. 
But still I need to develop for some areas, which are leadership, confidence and negotiation. I can work with team but cannot lead properly and not confident as well, and in this area I need to develop my confidence that I can negotiate more where I need to be. I’ll have to join in some workshop and apply Kolb’s learning theory for learn in good thinking, analyzing, explaining, reflecting that I can improve my leadership skills and gain more confidence to have best experiences and negotiate with teams and customers to do my best in the work place. 
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[bookmark: _Toc503730542]Supervisor’s work appraisal form

								Date: 13/01/18

Name of candidate:  Hamida Sultana
Position: Customer Service Advisor
Name of supervisor: Vaniss Grace

This report is based on the period from 2nd July 2017 to 2nd January 2018. 

If supervision of the candidate interrupted at any time during this period, explain  
(e.g. sick leave, vacation etc) 
________________________________________________________________

During this period covered by this report, the total number of hours per week 
worked by the candidate under supervision was: 30 hours per week (permanent). 
On behalf of McCain may I take the opportunity to wish you every success in this challenging and rewarding role. 
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Vaniss Grace
Supervisor 
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