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From a dictionary definition “reflection” is a though or a consideration, rather serious one but also careful. It a process that takes our minds back in time to certain events that took place or to an actions we have taken, things we have said. It helps us analyze and think about what went wrong or right, what happened or should not have happened, do we feel good with decisions we made or perhaps we have done to little? Reflective thinking is a learning process and it opens for us doors to self-improvement and progress, without it we would be running in circles repeating the same mistakes over and over again. Reflection can also be considered as a skill when we think about it as process that requires effort and practice – “A means of learning from experience, bridging the gap between theory and practice, coping with ambiguity and change, and developing critical awareness” (Knasel, Meet & Rossetti (2000) Learn for your life: FT Prentice Hall). To make this easier for us and actually reflect methodically and efficiently comes reflective practice based on a reflective circle developed by learning researcher Graham Gibbs in 1988. The cycle takes us through some steps that help us benefit from reflective thinking and learn from our experiences:
· (initial experience) 
· Description – what happened?
· Feelings – what were you thinking and feeling?
· Evaluation – what was good or bad about the experience?
· Analysis – what sense can you make of the situation?
· Conclusion – what else could you have done?
· Action plan - What are you going to do differently in this type of situation next time.
Reflective practice is important especially in professional learning. It teaches us how to pay attention and listen to ourselves, notice the patterns, change what we see and the way we see it. “Reflection deepens learning. The act of reflecting enables us to make sense of what we've learned, why we learned it, and how each increment of learning took place” (Owen, Fletcher (2010) what is Reflective Practice?).
	For previous assignment I have prepared a transcript of a dialogue that took place at my work some time ago between me and the customer wanting to get a food replacement at our restaurant. Lady named Jessica came to our store and explained that food was missing from her order, it happened the day before. After she ordered at drive through she noticed that few items were missing but she drove off and did not have time to come back same day. I have asked her about what exactly was missing and if she contacted any managers about this, to which she replayed – yes, she made a phone call and explained the situation. I followed a procedure and check complains book if there were any notes about her case. After that I have returned and informed the customer that since she did not come back to restaurant right after she noticed her food was missing it is hard for us to establish what exactly we need to replace but we are willing to give her two medium meals and two McFlurries of her choice cost-free.
	In class we have role played this scenario with a partner. Before that happened I already felt that I am re-living a situation familiar to me that I have experienced before few times in the past and that helped my confidence during acting, although not enough to carry this fully relaxed. It was easier for me to do this since writing the transcript down alone helped me to reflect on what happened and also understand my choices. Comparing this to real situation, I was felling less nervous and stressed, I remember that at work while I was talking with the customer I was thinking too much about following the right procedures and pleasing the customer, which was not the case during the exercise. Role playing in class with someone I know also gave me sense of comfort since during a conversation with a stranger we never know what their reaction will be in certain situations, even when my partner was worried that she will not be able to play customer role properly. I knew that person I was acting with will not get overwhelmingly upset, frustrated or even start shouting at me, at least not for real. I was satisfied with the outcome, it outlined for me the differences between real life situation that took place in the restaurant and reflecting on it through small exercises like role playing with a partner. I also found out that commitment to a role might be key for this to be successful since not being invested enough into role playing might not bring real-life emotions, therefore it also affects other person’s reactions.
	The entire experience showed me many good and bad sides of both situations – the one in restaurant and in class, but also about me, who I am and what I lack. Foremost it remained me how my fluency in English is important since I have struggled a bit with expressing myself in both cases and it should be always my priority and I should constantly improve on that. My politeness is certainly my best trait – it helped me to keep other person calm even when they were in a position to be slightly upset or even angry. My confidence is definitely something that should be enhanced, it blocks me from fully performing my role at work or in any other situation. Lack of confidence might contribute to stress or lesser form of anxiety that will make me focus more on what might go wrong instead of focusing on using my knowledge and experience. 
Acting that we have done first of all showed me how knowledge of my work place procedures, being prepared and behave in certain situations is important. My training manuals at work already tell us how to approach customers and deal with certain situation and types of customers – studying those closely and knowing that I am prepared for events like this one might help boost my confidence if I happen to be in same spot again.
 	In conclusion this assignment helped me realize how important reflecting is and how many benefits it can bring to my personal and professional life. Reflective practice if done rightly can really contribute to my self-improvement. It certainly is a skill that can be practiced and in which we can get better and Gibbs cycle should be applied whenever we do it.
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