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The following is a reflective log comparing employee soft and hard skills in two coffee shops; Starbucks and Costa coffee. As an individual, the reflection on Starbucks is made as a first-hand experience serving as an employee, and Costa coffee reflection is stated as a customer observation (Liu and Zhang, 2019). 
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As a Starbucks employee and observing the rest of the workforce, the week one observation highlighted the responsive nature of employees towards catering to each customer's order without excessive waiting time (Parrish, 2020). All employees are professional and aware of coffee machine usage, have knowledge regarding coffee and roasts to take orders accordingly, and delivery of orders is very safe and prompt whether in-house or home delivery. Employee skills and expertise as observed were also part of the coursework (Sanusi Silitonga, 2022). As an employee, we are trained to be spontaneous toward customer demand and ensure they are fulfilled with respect and treated with gratitude, and they will visit again (Liu and Zhang, 2019).
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Week 2 observations: the employees have a team working and team-building capabilities on the floor as they are changing their roles as necessary without any hustle or delay in customer order delivery (Parrish, 2020). The employees have interpersonal and intrapersonal skills when dealing with customer complaints and returning orders. The management is very considerate in listening to employees regarding customer delivery, and the staff follows management orders regarding supply decisions, re-ordering decisions, and communication of important notices. Dealing with customer complaints and team working is a part of the course (Sanusi Silitonga, 2022).
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Reflection of week three states that the employees are collaborative towards new hires and take responsibility for training and guidance to avoid any mistakes and misuse of time and resources (Sanusi Silitonga, 2022). The management assigns tasks to employees for the training of new hires, and it’s done over the course of a month; performance is evaluated after three months (Parrish, 2020). The employees are motivated to develop positive relationships with their customers and co-workers, and the code of conduct is strong regarding employee and customer complaints. Task delegation is also a management attribute that is also a part of employee soft skills when working as a new hire (Liu and Zhang, 2019).
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Costa coffee employees emphasis greater on enthusiasm and maintaining healthy relationships with customers by providing high-quality customer service and ensuring quick order delivery (Sanusi Silitonga, 2022). This first observation highlighted the consideration of employees towards the management orders and ensuring the targets of the day have been met. The employees are quick in delivery and possess a very humble tone toward their customers (Liu and Zhang, 2019). This soft skill is also highlighted in my course, and witnessing in a coffee shop tells the essential nature of employee consideration towards customers. This promotes a positive image of the brand and raises customer loyalty when consistent quality service is being delivered and the customers fancy visiting the place again and again (Parrish, 2020). 
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The second week's observation highlights that the employees at costa coffee are very quick with their service (Parrish, 2020). This is a positive notion, however, due to the quick delivery of the orders; the counter of the order area lacks hygiene. This concerns the customers' minds as hygiene is an important element (Sanusi Silitonga, 2022). Other than that, the employees have excellent communication skills and ensure customer satisfaction to the fullest by delivering the right order always and apologizing for their mistakes if any (Liu and Zhang, 2019). 
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The third-week observation helped me in analyzing the importance of team working and the essential skills and policies to ensure there are minimum conflicts and more reliance and trust in each other (Sanusi Silitonga, 2022). As taught in the course, employees need to possess professional and literature skills to understand their job responsibility and those of others to be able to collaborate in teams and work in a single area effectively (Parrish, 2020). A customer complaint arose regarding wrong order delivery, and the staff team was apologetic for their action and collectively catered to the issue until it was resolved the complaint was fully settled by delivering them a fresh order of their preference, and the customer took back their complaint (Sanusi Silitonga, 2022). This was highlighted in my course lecture that admitting employee mistakes and ensuring employee concerns and queries are resolved to retain customers (Liu and Zhang, 2019). 
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