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Task part 1: Reflection of experience as a part of a team using Gibbs’           Reflective model.
Introduction: In this reflective essay, I will use Gibbs' reflective model to reflect on my experience of working as a customer service professional in a team. I will also refer to Tuckman's theories and concepts to explain how they influenced the formation of the team and any challenges I faced. According to Harvard Business Review, teamwork is essential to achieving organizational goals, and organizations that prioritize teamwork can enjoy a competitive advantage over their competitors (Katzenbach & Smith, 1993). As a customer service professional, I have had the opportunity to work with a team to deliver exceptional customer service. This reflection will focus on my experience and the lessons I learned about teamwork and customer service.

Description: I joined the customer service team of a leading e-commerce company two years ago. The team was made up of ten customer service professionals, and our primary goal was to provide excellent customer service to our clients. The team leader emphasized the importance of teamwork and encouraged us to work together to achieve our goals. As a new member of the team, I was assigned a mentor who helped me to get acquainted with the company's policies, procedures, and culture. During my first few weeks, I observed that the team worked seamlessly, and everyone had a specific role to play. We had regular team meetings where we discussed customer service issues, shared best practices, and provided feedback to each other.

According to Tuckman's stages of group development, our team was in the performing stage, which is the stage where the team is most productive and works efficiently (Tuckman & Jensen, 1977). Our team leader had worked hard to create a positive team culture that supported collaboration, communication, and mutual respect. The team was diverse in terms of age, gender, and ethnicity, but we all shared a common goal of providing excellent customer service.

However, despite the positive team culture, we faced several challenges. One of the biggest challenges was dealing with angry and frustrated customers. Harvard Business Review notes that customer service professionals are often subjected to abuse and negative feedback from customers, which can lead to burnout and low turnover rates (Porath & Pearson, 2013). As a team, we had to learn how to deal with such situations professionally and empathetically. We received limited training due to time and cost on how to handle difficult customers, and we also had monthly debriefing sessions where we discussed challenging customer interactions.

Feelings: Initially, I found it challenging to deal with angry customers. I would take their complaints personally and become defensive. However, with time and training, I learned how to remain calm, empathetic, and professional when dealing with difficult customers. I also felt supported by my team members, who were always willing to provide advice and encouragement. Our team leader created a safe space where we could share our feelings and frustrations, which helped us to deal with the emotional toll of customer service work.

Evaluation: Overall, I believe that my experience working in a customer service team was positive. I learned a lot about teamwork, communication, and customer service. I appreciate the efforts of our team leader in creating a positive team culture that supported collaboration and mutual respect. Nevertheless, I acknowledge that there were areas in which we could have performed better. For instance, we could have provided more comprehensive training on how to deal with challenging customers. Additionally, we could have had more opportunities for professional development and career growth.

Analysis: According to Harvard Business Review, effective teams are characterized by clear goals, open communication, and mutual respect (Katzenbach & Smith, 2015). Our team had clear goals, and our team leader encouraged open communication and mutual respect. However, we could have done more to promote professional development and career growth. The lack of such opportunities can lead to demotivation and high turnover rates (Saks & Gruman, 2014). Additionally, clearer communication within the team would have prevented misunderstandings and improved our efficiency.

Conclusion: In conclusion, reflecting on my experience of working as part of a customer service team using Gibbs’ reflective model, I learned working as a customer service professional requires working as part of a team to provide exceptional customer service. The support of my colleagues, the guidance of my mentor, and the positive team culture set by our team leader allowed us to deliver exceptional customer service. However, we faced challenges during the performing stage due to a lack of training and development opportunities. Going forward, it is essential to provide customer service teams with adequate training and development opportunities to prevent burnout and improve their efficiency.
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	What goals do I want to achieve?


	How will I measure my progress?


	What resources or support will I need?


	How is the objective relevant to my personal aspirations?


	What is the timeframe for the achievement of my goals?



	Specific
	Measurable
	Achievable
	Relevant
	Timebound

	Academic writing is an area where my abilities are lacking, so I must develop them in order to effectively and precisely express my ideas, critical thinking, research findings, and arguments in my assignments and exams in a structured format. Doing so will help me earn good grades for my certificate degree as well as for my future higher education and career.
	As I want to get good grades in my Certificate degree, academic writing is an essential skill necessary for success in higher education and beyond. Firstly, according to Murray (2019), academic writing is a crucial aspect of higher education, as it is the primary method of assessing students' knowledge and skills. Academic writing helps to develop critical thinking and analytical skills, which are necessary for evaluating and synthesizing information from various sources. It will also improve my ability to formulate and articulate arguments coherently and persuasively, which are essential in both academic and professional contexts. Therefore, developing strong academic writing skills is essential for my academic success.

Secondly, writing for academic assignments requires a high level of precision and accuracy. As Cox and Hill (2004) note, academic writing involves the use of clear language, proper grammar, and appropriate citation techniques. I also need to know the use of Harvard referencing which is a standardized method of citing sources in academic writing, and accurately referencing sources will help me to demonstrate the depth and breadth of my research, will help me to provide credible arguments, and avoid plagiarism. Therefore, understanding the proper use of Harvard referencing is an essential component of academic writing.


	I need to read academic articles written by experts in my course field, paying attention to their writing style, structure, and the use of citations and references. This will help me understand the expectations for academic writing in my area of study. (Swales & Feak, 2019).
I need to attend study skills support workshops, offered by university, which can provide me with the necessary skills to improve my writing abilities. I can learn about different writing styles, techniques, and get feedback on my writing. (Murray, 2009).
I need to set aside time every week to practice writing academic essays, research papers, or other forms of academic writing (Greetham, 2018).

Online resources such as writing guides, grammar checkers, and online writing communities can help me improve my writing skills. The Purdue Online Writing Lab (OWL) is an excellent resource for academic writing, covering a wide range of topics such as writing styles, grammar, and citation. (Purdue Writing Lab (2018).

Understanding citation and referencing styles is essential for my academic writing. I need to learn the different citation and referencing styles used in my research field, such as APA, MLA, or Harvard, and use them correctly. I need to make sure to cite all sources used in my writing and create a reference list at the end of my paper. (Neville, 2007).
By taking these measurable actions, I can enhance my academic writing skills and improve my chances of success in my academic and professional endeavours.
	My certificate degree must be passed with excellent grades for me to be eligible for admission to the next level of higher education. A strong command of academic writing is furthermore necessary for professional success. Academic writing, as stated by Hartley (2008), is an essential component of research, scholarly work, and publishing.
	Since I want to do well on my assignments and get excellent scores, I plan to accomplish these objectives as quickly as I can, even though the more experience I have with academic writing, the more skilled I will become. Therefore, I plan to exercise more academic writings and accomplish these objectives by the end of April in 2023.
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