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DESCRIPTION OF THE EVENT


	I got in my 40’s and I said why not try and learn something I’ve always been interested in: Business Management. So here I am in my first term at University trying something new to me in other country that the one I’ve been born and raised.
	It’s the end of the first term and I must present a role play about Oxfam Organisation as a Customer Service Manager. Had to get in front of the class and start my role play, all my colleagues and teacher were looking at me . I was nervous as I didn’t practice as much as I wanted for this role play. Confident though as my English is not bad .I was not the first one in the class presenting , but I wish I was  as I am one of those people who can easy gather all the emotions from others. So imagine a class of students plus the teacher looking at you, waiting for you to explain a situation you been trough working in your organisation.
	This was part of the exam so I had to be good even it was the first time speaking in front of any audience. My knees were shaking, words would not come proper and everything I was planning to do in front of the classroom gone in few seconds. So I started panicking, thinking “come on you can do this”. Slowly I started to remember and started presenting my role.


	As I was working for Oxfam Organisation being in my first year of employment as a Customer Service Manager, I have encountered many difficult situations that I had to solve. One was a bit more special as the client was someone living in my neighbourhood. I was living in Birmingham that time and it was my first job in England, working in a small Oxfam Shop in the City Centre.
	It was 9 am and I was just starting my shift when my colleague Claire knocked my office door telling me we have a problem. One of our clients called yesterday, his name is Matt, asking if we could collect few bags with clothes and other things that he would like to offer for charity to Oxfam as him and his wife don’t need them anymore and they need space in their house. So he called and arranged with Claire that one of the drivers will come and pick the things up from his address but before 9am next day only as no one will be at home after that time. He did specify that he really need them out tomorrow. So he called back 10 min ago, very upset that no one show up to pick the   that he is very disappointed as he thought Oxfam is a reliable organisation and he wanted all the stuff to be give as charity hoping this will help unfortunate people somewhere in the world.


	As I was speaking with Claire, deciding what we can do about it, I’ve noticed Matt’s address. He is living in the same area with me. I decided to call Matt up and try to sort out the situation using LAST approach method (listen, apologise, solve and thank ).
Called him and introduced myself explaining that I have just being informed by my colleague about the situation and I asked him if he is willing to discuss with me about it .Matt then told me that he is very upset as he arranged to have things picked up by our driver before 9 am as he needs space. No one show up at his address by 9 am, now he is at work and the bags are still in the house. He also mentioned to me that he doesn’t want to throw the things, he wants to give to charity to help poor people.
I show Matt that I did listen his problem carefully and repeated what he told me over the phone asking him if I got everything right. This way I did show him I really care about what is happening. I told him that I understand why he is upset, and I would be too if I was in his position. I apologise that we didn’t make it on time especially since it’s caused these problems, saying that I am sorry he experienced this.
I tried to solve the problem over the phone so I asked him what I could do for him to help, knowing that he needs space in his house asap. I suggested that I could come and pick the things personally no later than 6pm today. I told him also that if my solution doesn’t work for him I would love to hear what would make him happy saying that if it is my power I’ll get it done, if it’s not possible we can work on another solution together.
He agreed and give me his details and I also give him mines and assured him that he can contact me anytime. I explained him how much I appreciate his feedback and thank him for letting us know about the situation, assuring him that this will never happen again.
After I hang up the phone, I sent him a handwritten apology letter. Everything was sorted and the client was happy saying he will keep giving things to charity for Oxfam.


FEELINGS


	I’ve gone through a lot of feelings, I was worried, nervous, unsure, confident, proud, relief. I was not happy with my presentation, I could have done better, I am sure of that.
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	The presentation was challenging for me as it was my first time doing this, I am not satisfied with the result but I have learned from this how important is to practice in front of the mirror the role play and how to manage the given time for the presentation. The good part about this experience is that I have learned how to get over my emotions and speak in front of people, the fact that your emotions have to be constructive and you need to speak loud and clear, feel confident and use the time right.



	ANALYSIS

Afterall it went well, I had to get over my emotions and I did speak loud and clear. The others did manage the time good enough to finish their presentations, some were not nervous at all and speak in front of the classroom with confidence.
The fact that I did not practice more before presentation it did show as I could not cover all the role play in the time given. I should have spent more time getting ready for the role play and practice in front of the mirror.


CONCLUSION

I have learned from this experience and I am sure that next time I will do much better. I will rehearse more in front of the mirror and I will control better my emotions and also for sure I will be more confident.







ACTION PLAN



If I was to do it again, I would spend more time in getting everything ready in time and practice more.
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