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Personal Reflection and Action Plan
Write a reflection on one experience through the stages of Graham Gibbs' reflective cycle (Learning by Doing, 1988), with general and specific conclusions kept apart and an action plan that is specific, owned and dated. An adaptation for personal use, not a validated instrument: it gives no score. A hypothetical support agent's reflection is filled in as an example.
From the Coursebox blog: coursebox.ai/blog/gibbs-reflective-cycle-in-e-learning
How to use this sheet
Pick one experience: an incident, a complaint, a near miss, a hard conversation or something that went well.
Keep the description short and factual. Save judgements for the evaluation.
Name your reactions plainly. You will explain them in the analysis, not here.
Evaluate both sides: what went well as well as what went badly.
In the analysis, bring in something from outside the experience, such as a policy, a procedure, a colleague's view or a piece of research.
Write two conclusions: one about situations like this in general, and one about your own way of working.
Make each action specific, give it an owner and a date, and decide how you will check it happened.
Worked example: the support agent's reflection
Hypothetical example. During a partial outage of the billing integration, the agent sent a customer the standard "resolved" macro after the status page turned green and closed the email ticket, before engineering had confirmed the fix. The customer's invoice run failed again that evening, and the customer escalated and asked for a service credit.
	Stage
	The agent's reflection

	Description
	The customer emailed during the outage. I replied within the target time and apologised. When the status page went green, I sent the "resolved" macro and closed the ticket. Engineering had not confirmed the fix. The invoice run failed again that evening and the customer escalated.

	Feelings
	Relieved when the status page went green. Embarrassed and defensive when the escalation came in.

	Evaluation
	Good: fast first reply and a clear apology. Bad: I closed on a status-page signal, and the macro promised a fix nobody had confirmed.

	Analysis
	Our incident process uses green on the status page to mean mitigated, not fixed. The macro has no step to confirm with engineering. It was the end of my shift and the queue was long. Two colleagues kept their outage tickets open until engineering's note.

	Conclusion: general
	A "resolved" macro needs a confirmed fix. A green status page is not confirmation.

	Conclusion: specific
	I close tickets fast when the queue is long. I should check the incident note before I use any resolution macro.


Worked example: the agent's action plan
	What I will do differently
	Owner
	By when
	How it will be checked
	Check-back date

	Rewrite the "resolved" macro so it asks for engineering's confirmation
	Agent and team lead
	Friday
	New macro live in the ticketing tool
	Friday

	Add a pre-close check on incident-linked tickets: read the incident note first
	Agent
	Next shift
	Team lead reviews 10 closed incident tickets
	In two weeks


Your reflection
	Stage
	Your reflection

	Description: what happened?
	

	Feelings: how did you react at the time?
	

	Evaluation: what was good and what was bad?
	

	Analysis: what sense can you make of it, using ideas from outside the experience?
	


Your conclusions
	Conclusion
	Your answer

	General: what can be concluded about situations like this?
	

	Specific: what do you conclude about your own way of working?
	


Your action plan
	What I will do differently
	Owner
	By when
	How it will be checked
	Check-back date

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


Check your plan
	Check
	Yes or notes

	Specific: could someone else tell whether the change happened?
	

	Owned: does each action name who will do it?
	

	Dated: does each action have a date and a check-back date?
	

	Does each action follow from your analysis, not from a guess?
	

	On the check-back date, what did the work itself show?
	


Adapted from the structured debriefing stages in Gibbs, G. (1988) Learning by Doing: A Guide to Teaching and Learning Methods. Further Education Unit; reissued 2013 by the Oxford Centre for Staff and Learning Development, Oxford Brookes University (CC BY-NC 3.0). The layout and example are Coursebox's own. This sheet gives no score and does not assess whether learning happened: check the work.
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