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Introduction to the reflective evaluation model.
Reflection is a thought which is purposeful, active and is applying to an experience of an individual and its purpose is to understand what the meaning of that experience is. The aim of reflective evaluation is to gain understanding which will lead to new perspectives and changes in what we are doing. Reflective practice needs critical judgement of experiences and on that basis, we are gaining understanding which is adding more knowledge to ourselves (Ashby, 2006).
The most useful way to reflect is by involving consideration with consciousness, actions which consists the purpose of learning and analysis of beliefs. By reflecting we give the brain an opportunity to make a pause among the chaos, to get out of trouble and sort out by observing and experience, take under consideration multiple interpretations and then create meaning. After that the meaning becomes learning, which can then inform future mindsets and actions (Porter, 2017).
In 1988 Graham Gibbs has developed “Gibbs’ Reflective Cycle”. The cycle was developed in order to give structure to what we can learn from our experiences. It suggests a framework for examination of experiences and because of its nature of cycling, it lends itself very well to experiences which are repeating. In this way it allows you to plan and learn from the things you have experienced which either went well or did not go well. Gibbs’ Reflective Model consists of six stages (ED, 2019): 
(MMU, 2019).Description
Feeling
Evaluation
Analysis
Conclusion
Action plan



Stage 1 - Description. 
In my roleplay I was the concierge in one of the Hilton’s hotels in London, and I had a difficult guest. Unfortunately, a staff member gave him wrong information and instead of going to St. Pancras International station and take the train to Paris, he went to Paddington station and in this way missed his train. Obviously, the guest is not happy, and he is making a complain. I apologized to the guest and offered him complimentary breakfast like a gesture on the behalf of the hotel to “make it right” and organized complimentary private car transportation from the hotel to the airport on his departure day. In the end the guest is happy, and he has forgotten about this negative moment of his stay in the hotel and he is even willing to come back again when he is coming to London next time.
Stage 2 - Feelings. 
I was a bit nervous before the role play because this was an exercise which I was doing for the first time. In my work as a concierge I deal with difficult guests every day, but this time I was going to perform in front of my classmates and the lecturer which made it more extraordinary. After we started with the role play with my assistant, I found that there is nothing to worry about. I knew what I was doing because I deal with similar situations every day at work so everything was under control and I was confident in what I was doing.
After we finished with the role play, I felt relief because everything went well in the end and happiness because I realized that I shared with my classmates and the lecturer my work experience. This was an opportunity to share with them what is my job and what kind of situations we deal every day. 
Stage 3 - Evaluation. 
Overall it was a very positive experience. This was a chance to show everybody what is to be a concierge. It is a very responsible and complex position and the person who is working as a concierge needs experience so that he can deal with difficult situations like these.
The positive side was that everybody enjoyed it and it was interesting for my classmates and the lecturer to see what the concierge is doing. There were classmates that did not know what a concierge is and what are the responsibilities of the concierge. By performing this role, I have showed what is hospitality all about. The most important things in the hospitality industry is to make the guest to feel like home and to deliver a memorable guest experience which will give that person a reason to come back again. Even if you did a mistake it is all about how you deal with it and how to make the guest happy and make him ignore that small negative moment. 
The negative side was that I should have done more practice with my assistant because we could have done the role play even better. According to my classmates I could have practiced my introduction of the role play more and, in this way, I could have avoided any confusion and deliver a better understanding of the position of the concierge which I have performed.
Stage 4 - Analysis. 
I consider this experience as positive because in this way I managed to show to the public the beauty of hospitality. The most important thing in this industry is to make the guest happy and deliver a memorable stay in the hotel. Everybody had a great time and they seemed to enjoy it. The concierge position is very complex and the person for it must have the right skills to perform it. Sometimes unpredictable things can happen and the person who is performing the role must think quickly and to have a good judgement so he can judge the person in front of him and to know how to twist the situation in his favor and in the same time to make the guest happy in the end. This is what I did. The feedback I received from my classmates were very positive and they gave me the confidence that I really performed well no matter that we did not had the chance to practice enough the role play with my assistant. Thanks to the reflection I realized that we should have practiced the roleplay more so that we can perform better. I will remember this for the next time, and I will practice more, and, in this way, I can improve constantly as a professional and as a person.
Stage 5 - Conclusion. 
As a result, from this positive experience my confidence has increased I realized that with the appropriate approach even the difficult guests can be satisfied. It is very important to listen what the person in front of you is saying so that you can reply in the best way possible and to make him happy in the end. Probably if a similar situation occurs to me in the future, I would try to make the guest calmer by inviting him to sit in a quieter place and not to have this type of conversation at the concierge desk. Maybe I would offer him a cup of tea, water or coffee so that I could try to make him feel more comfortable. In this way I will make the conversation and following solution more personal and would show to the guest that I am really sorry about what happened, and I am really willing to help and to make it right for him. 

Stage 6 – Action plan. 
In my opinion, if I want to be more prepared for situations like these in the future and deal with the problem in an even better way, I could ask for advice a senior staff member who has more experience than me. He or she can share with me different approaches how to deal with difficult guests of the hotel and perform even better. I could train different scenarios with friends and colleagues in which I could practice this new knowledge, and, in this way, I will build up my self-confidence. I believe that the best way of dealing with situations like these is to practice and to gain as more experience and knowledge as possible from senior and experience people who have already dealt with similar challenges in their careers.
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