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Introduction

Reflective  practice  is  considered  as  the  ability  to  reflect  on an individual’s  actions.  This  is

helpful  for  continuous  learning.  Effective  implementation  of  reflective  practice  is  helpful  to

enhance mode of critical thinking as well as personal understanding of an individual. 

This part of the assignment includes brief explanation based on concept and theories of reflective

practice. Along with this, explanation and analysis of role play have been done in brief. Thereby,

Gibbs reflective cycle has been taken into critical consideration. 

Discussion on reflective practice

Figure 1: Gibbs reflective cycle

(Source: Zwozdiak-Myers, 2018, p.77)

3



Description

Concept of reflective practice

Reflective study is a process in which one can reflect upon the consequences of one’s actions.

This is closely associated with the concept of learning from previous experiences.

The purpose of reflective study is to learn and apply the knowledge for the future (Sweet et al.

2019, p.119). According to Goldman et al. (2017, p.490) the reflective study also helps to create

a link between theory and practices. It also helps in achieving success by evaluating the previous

errors.

Feelings

Explanation of role play

I have focused on the issues that customers face in Zara stores in this role-play. The customer

went to the customer service manager in order to complain about the misbehavior she had to face

in the particular store of Zara. The customer described the ill treatment she received in the hands

of staff when she went to buy a designer top from the store. Once the manager encouraged her to

tell about the problems, she continued that after seeing the vast range of designer tops she could

not understand what to buy. She was confused about the perfect design that can suit her. 

Hence, she asked for help from the staff except to her surprise she did not receive any. She had

to stand in the store for half an hour still did not get any help. Thereafter, spending that much

time in the shop, one of the staff of the store came and showed her the exact locations of the

designer top segment and went away. As soon as the customer finished her story the manager

asked him about the steps she wanted to take. In response she told that she wanted to register

complain but could not find any desirable methods (Goldman et al. 2017, p.488). The manager

told her about the online complaint process of the store and encouraged her to file a complaint

there. The customer also added that her family and friends also went through the same king of ill

treatment.  After  hearing  everything  the  manager  promised  to  make  changes  in  their  staff’s

behavior.
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Evaluation

At the time of making the role play I understood that I could communicate the whole thing in an

understandable way. In opine of Braun et al.  (2019, p.11) communication skills are the key to

success in any background especially for the career.  It  is required to convey your ideas and

thoughts  very  clearly  to  the  other  person.  Hence,  it  is  advisable  to  concentration  on  the

communication  skills  and makes it  perfect  in time (Kazmi  and Naaranoja,  2015,  p.44).  The

second thing I understand about the requirement of a particular person and it is our duty to help

them in time. The requirements can vary from person to person and we should help them to

achieve their personal goals.

As stated by Ghotbifar  et al.  (2018, p.12) at the same time communication can improve a lot

more according to my understanding. Although I could communicate clear enough but there is

always a scope for betterment. Additionally I understood that strategic thinking capability is a

must to find success in the future. It is always good to think before acting and by doing this I

understood that I need to concentrate on my strategies so that in future I can think properly.In the

Roll-play  I  started  well  with  confidence,explained  the  situation  and  the  problem  that  the

customer services manager faced.But then I got worried and blocked,which led to reading from

the notes and I was not enough detail and could not fill my presentation time.For the future I

need to rehearse more and be more organised .(refer to appendix)

Analysis of feedback 

Types of skills that need improvement

Based on the role play conversation I think that development of  mode of communication is

necessary to analyse customers’ problems of a business organisation. Moreover, maintenance of

politeness is  necessary  for  dealing  with  customers  for  solving  their  problems.  Thereby,

development of understanding skills will help me to find out the most effective solutions of

various real life problems such as solving customer complaints of an organisation. In words of

Zwozdiak-Myers (2018, p.36), Gibbs reflective cycle is an effective tool to implement reflective

practices in an efficient manner. On the other hand, development of assertiveness and problem
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solving ability can help me to have a strong base in  terms of implementing  my words in  a

specific consequence. 

Figure 2: Types of skills that need improvement

(Source: Kuśnierek, 2015, p.75)

Reason for improvement 

Thus I can state that development of my understanding skill and communication skills can be

advantageous to enhance performance level. As mentioned by Gould and Taylor (2017, p.22),

development  of  learning  ability  helps  to  enhance  own  performance  level.  In  this  respect,

implementation of reflective practice is necessary. In this regard, I feel that I need to develop my

thinking  strategies  and  mode  of  conversation  for  expressing  my  views  based  on  a  specific

phenomenon. Thus, I believe that it  is necessary for me to uplift  my interpersonal  skills for

expressing my own views on a real life scenario. During role play, I have found that I strongly

need to  modify  my understanding skills.  This  can be beneficial  for  me  to solve  customers’

problems as it occurred in role play. 
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I strongly believe that modification of listening skill is also necessary for effective development

of understanding skills. It appears helpful for me to understand other’s opinions while expressing

my own opinion  in  a  healthy  way.  As  commented  by Newberry  and  Collins  (2017,  p.20),

involving in role play is helpful for an individual to find out own strengths and weaknesses.

Thus, I think that different kinds of interpersonal skills such as listening skills, understanding

skills  as  well  as  good  communication  skills  will  help  me  to  solve  various  problems  in  an

efficient way.  Development of these concerned areas will help me to role play efficiently in

future.  Involvement of polite languages, development of understanding skills and enhancement

of strategic thinking ability will help me to find out the issue and its solutions by conducting role

play in a better manner. 

Conclusion 

Thus it can be concluded that the role play has some positive as well as some negative sides. In

this respect, it can be highlighted that development of problem solving ability can be helpful to

provide effective solutions to the issues arising in concerned role play. In this role play it has

been  observed  that  the  conversation  between  customer  service  manager  and  customer  of

Zara was based on a potential issue related to process of customer care of Zara. Hence, it can be

stated that  development  of understanding ability  is  necessary to conduct  the role play in an

attractive way. Efficient implementation of reflective practice helps to find out own strengths

and weaknesses. Thereby, considering Gibbs reflective cycle becomes helpful to focus on key

areas that needed to be developed in future. As result of this, formation of role play will be

attractive enough and issues as well as their solutions will be emphasised strongly. 

Action plan for developing my skills 

Skills needed to be

developed 

Ways of development Expected outcomes Time

needed 
Development  of

verbal

communication

 Communicating  with  a

huge number of peers 

 Involvement  in  group

discussion 

 Conducting study session

 It  can  be  helpful  to

construct  an  effective

role play

 Using  smooth

languages  will  help  to

2 months 
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on a specific topic form an  attractive  role

play 
Enhancement  of

understanding

ability 

 Analysis  of  different

scenarios  for  conducting

role play 

 Considering different real

life  situations  such  as

solving  customer

complaint for developing

understanding skills

 It  will  be beneficial  to

understand  customers'

problems  while

forming a role play

 Effective understanding

skill  helps  to  solve

potential  problems  of

organisation  such  as

Zara 

1 month 

Modification  of

behaviour  in  a

polite manner

 Interacting  with  huge

numbers of peers 

 Solving  problems  with

effective tactics 

 It  can  be  helpful  to

modify  mode  of

conversation  in  a

healthy manner 

15 days 

Modification  of

thinking ability 

 Understanding  others’

opinions  based  on  a

particular topic

 Solving  organisational

problems  with  greater

efficiency 

 Taking  part  in  group

discussion 

 Development  of

thinking  ability  will

help to solve problems

effectively that arises in

role play

 It  will  be  effective  to

find out the basic issues

as well  as  solutions  of

those  issues  during

conducting a role play 

1 month 

Table 1: Action plan for developing skills 

(Source: Stevens, 2015, p.490)
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