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Although reflective practice is utilised in many different professional settings, each context has its own individual differences and distinctions (Thompson and Thompson, 2008).  Reflection refers to the reasons individuals attempt to understand what they have learned during their experiences why they learnt it and how they improve (Hinett, 2002). Reflection is a vital skill which is transferable and to be able to reflect is one of the most sophisticated mechanisms within the brain (Amulya, 2011; Race, 2002). Within many work and general situations related to work life reflection is becoming increasingly important and applicable (Race, 2002; Amulya, 2011).  
Moon (1999) refers to reflective practice as having the skills and abilities to reflect using a critical position focusing on solving problems. This includes a variety of procedures related to analysing the learning process. The summarisation of this describes a broad scope of actions that are correlated in the way individuals think in their process about learning and how to improve Moon (1999). Kolb, Boyatzis and Mainemelis (2011) refer to Experiential Learning Theory which describes learning as a method whereby understanding is generated through change relating to experiences. Knowledge is the outcome of the assimilation of experiences being understood and adapted (Kolb, 1984).  

There are many reflective models, some are really easy to understand, for instance the ERC Cycle (Jasper, 2013) which only has three steps, or the Gibbs Reflective Cycle that has six stages (Gibbs, 1988). The reflection that will be used in this assignment is the Gibbs Reflective Cycle. This was created by Graham Gibbs in 1988 and has been known to be one of the most used models of reflection of learning from experience with its six stages for analysing experience namely description, feelings, evaluation, analysis, conclusion and action plan.
Even though models of reflection are a good way to begin a reflection, there are, however, advantages and disadvantages with each of them. For instance positives are that reflective models provide a structure, and for some individuals who do not know where to start it offers a beginning and lets the person assess all stages of the situation, knowing when the development is finished (University of Cambridge, 2020).  Disadvantages are that models may not affect all circumstances and they include implications that measures must be accomplished in the way that is defined.  Also in real live situations you might not commence any situations that are not referred to as ‘beginning’ (University of Cambridge, 2020). Also models of reflection might not be suitable or applicable in scenarios (University of Cambridge, 2020).
As part of the reflective process an action plan element of the reflective cycle will be used in relation to setting SMART targets.  SMART targets are made to be specific, measurable, achievable, relevant and time bound (Ogbeiwi, 2017; Day and Tosey, 2011). These targets encourage motivation and promote a sense of purpose and focus. SMART targets are effective as they enable goals to be set in a constructive way, also they provide bench marks which are both usable and credible in enabling to results to be scrutinised and evaluated (Ogbeiwi, 2017; Day and Tosey, 2011).  

As part of my undergraduate studies I had to undertake a work placement of 30 hours.  The placement was delayed because I had a new baby on September 25th 2019 however at the end of February 2020 I began doing voluntary work with the Salvation Army in Carmarthen working both in their charity shop and in their Centre where they provide support for homeless individuals in the area.  
The delay in starting the placement work was not entirely due to having a new baby but due to being let down by another charity organisation which I had approached about volunteering with.  The first session with the Salvation Army was an induction session which made me realise the extent of the work being done for the homeless.  I was very impressed.  From the Centre, which is open to all, they provide help for people with mental health issues. For example, they assist people who need to apply for Universal Credit, they also help people if they need to contact the Local Authority about accommodation as most of the people who attend the Centre are sofa sleeping.  At the Centre the clients can use the internet, they are provided with meals, able to use facilities to bathe and to wash their clothes.  The Centre is open on Tuesdays and Thursdays only, due to a lack of volunteers however, the demand for the services provided means that the Centre would be used more if it were open on others days as well.  
In the charity shop they sell donated items including clothes and household items for example.  Prior to the opening of the Centre the charity shop offered washing facilities to homeless individuals and clothes together with food items.  If people are desperate and cannot wait until the Centre opens then those in need would still be offered support at the shop.  
The shop and Centre are situated next door to each other in Lamas Street, Carmarthen.  This location is away from most of the main shops and this has impacted on shop sales. 
In the charity shop I worked with a person who used to be homeless in Carmarthen a year ago. The Salvation Army helped this individual get off the streets and even though it took a while to get housing for this person he now lives in Carmarthen and has maintained living in the flat for a year.  Living on the streets he did not know what was entitled to anything.  With the help of the Salvation Army the person was able to obtain everything they were entitled to. This individual now works in the charity shop and helps others in the same circumstances that they were in.  
The earnings of the charity shop goes towards the funds that are needed to operate the Centre.  During my placement it was disheartening to discover that the shop did not make enough money, despite all the hard work the manager puts into the shop.
I really enjoyed my time with the Salvation Army.  I was very impressed with woman who runs the shop.  She is mindful of those with learning difficulties in the shop and tried to be inclusive and organise the signage and labels for them to understand.   She was mindful of people coming into the store using a wheelchair for example and she rearranged displays to make sure there was sufficient room for access.  It needs someone professional in charge because there is so much that needs doing and there is so much competition. A very positive part of my placement was working alongside someone who had been helped by this organisation.  It was encouraging to see how the organisation had played a positive change in this person’s life. It highlights their capacity to help others in a similar way in the future. 
Working in the shop at first seemed a little low key for placement work but it is an integral part of the work of the charity and forms one of their biggest revenue streams.  Therefore, keeping the shop, clean, tidy and displaying the goods in an appealing way is of paramount importance because of the competition they face in the town from other charity outlets.  The woman who runs the shop is amazing and really thinks about everything.  For example, she had a mini sale in the new year because sales had been low and also to change the stock.  The stock is changed regularly in any event because if something is not selling it is removed and is either set to their central depot or recycled.  
They do sometimes get donated valuable items for example designer clothes or antiques.  If these do not sell then they put them onto eBay which allows them to reach a wider audience.  Using sites like eBay has been taken up by many charity shops and allows them to make more money.  These more valuable items have to be put into a cabinet rather than on the main shop floor because of the risk that they could be stolen.  It is sad to think that people will steal from a charity shop.  Are they stealing because they are desperate for money or just because they know the item is valuable and they could make money? Either way it is perhaps a sign of the times.  
Despite government benefits there is still a need in 2020 for an organisation like the Salvation Army which has been helping people for 155 years since 1865.  Austerity continues and the divide between those who have and those who have not is still the same as it has ever been.
On 23rd April 2020 which was almost two weeks into the lockdown I contacted the Community Shop Manager for an update as to how events had affected the services they were able to provide.  The charity shop, in line with government guidelines, had closed.  The manager explained that she had been moved across to work within their community programme alongside the manager there.  They work in the office providing ‘support, answering the phones, from Monday through to Thursdays to anyone who is feeling lonely and feeling vulnerable at this time’.  The manager added that they have ‘offered a phone line that is available if people wish to have a weekly call so that they can talk to someone and get comfort or reassurance or just a listening ear’.    In addition, the programme offers a take-out meal on Tuesdays and Thursdays given from the foyer from 12-1pm.  If the charity have donated food items such as bread and cakes and during the Easter period, chocolate eggs then these were being given to the clients alongside their meals.  
The shop manager added that while the charity shop was closed she was, in addition to helping on the phones, prepping food parcels which were then being delivered to those in need by two other members of the team.  Any other time available was spent catching up on finance and paperwork.  
After speaking to the manager, I checked on the website but noticed that there was no information about what help was available during lockdown. I thought that this was of concern because there may be more people finding themselves in difficulties as a result of the pandemic and they may not know what help they could access.  As the lockdown continues more and more people could be facing financial worries and would welcome the support that the Salvation Army provides.  I have to accept that perhaps they are so busy manning the phones that they do not have the time to update the website and social media pages.  

FIRST SENARIO 
Whilst working on my placement in the Salvation Army charity shop a couple came in and approached me on the till.  I signed the Salvation Army confidentiality policy to state that I would not disclose names to anyone. Therefore Mr and Mrs A came into the shop and asked if we provided food from the food bank. I went over to ask the manager and she said that they do not hand food out directly from the shop any more. They only give out food from the Centre next door. The Centre is only open on a Tuesday and a Thursday and this day was Friday.  She did say that the food bank by the Leisure Centre was open but they would need a voucher to get food from either the food bank or the Centre. I walked over to tell Mrs and Mrs A as I walked over to them they smelled of alcohol and as if they had not washed themselves or their clothes in days. I explained to them that the Centre was closed but the food bank on the other side of town was open, I also asked if they had a voucher with them to hand in for the food. Their instant reply was ‘what voucher’ they got so angry and started to raise their voice by this time the man I was working with came over to help me. He explained that they needed a slip from a social worker to be able to get food from the food bank. They got angrier and asked how and where they could get a voucher.  The man I was working handed them a slip with phone numbers of the local authority’s initiatives to help and support people who are struggling. They took the slip and left.
When Mr and Mrs A began to raise their voice at the time I was scared. They had more respect for the man I was working with rather than me. Whether it was because I was a young woman and they took advantage of that or they thought they could intimidate me. I also felt humiliated because everyone in the shop was looking.  I do not like confrontation. Afterwards I did feel bad but I have thought since that perhaps they were hungry and stressed themselves and that is why they reacted like they did. I also feel extremely awful as I judged them because they were smelling of alcohol and it crossed my mind that they had spent all their money on alcohol rather than food. However, I do not know their situation and what they are going through. 
What was good was that although this was the charity shop they still have the ability to help and give advice to people in need.  In this case, for instance, it was a slip with numbers for the Foodbank Referral Agency. When Mr and Mrs A started to be aggressive the support from another member of staff was extremely welcoming. However personally I think I did not handled the situation very well because I panicked,  
This has made me look at the bigger picture and perhaps Mrs and Mrs A started to raise their voices because they needed food immediately and became distressed because it was a Friday which made matters even more urgent because no food banks open on the weekend and there is a lack of support systems (Food Bank, no date). According to Scherer (1999), Appraisal Theory suggests that way in which individual express their feelings are based on a particular analysis  of a situation and its specific significance to them (Scherer, Johnstone, and Schorr, 2001; Ellsworth, 2013) . Even though people are quick enough to judge people for drinking alcohol when perhaps they cannot afford it. The real reason could be to control emotions of negativity in a suitable way, and alcohol can be a strategy which is both excusable and effective. For instance this couple may have had to deal with a difficult situation for example loss of occupation resulting in loss of income, or other circumstances. According Mello (1983) he states that when people face difficult situations they can suffer from depression which can either, lead to or be a result of alcohol problems. During difficult situations some people may not be aware of where to access support, as in this instance their first protocol was to contact the Salvation Army charity shop to gain advice as how to get food parcel (Mellon, 1983: APS, 2010). They reacted angrily because they needed the food immediately and having to have a voucher seems like a complicated process which will add to their stress. However the reason for the process of the voucher is to ensure every individual has access to food which is a basic human right. In a report by Just Fair (2014) it states that ‘no one in the United Kingdom (UK) is denied their most basic rights to sufficient and adequate food’ The British government has legal requirements relating international Human Rights Law to safeguard the rights of all humans to sufficient food for all individuals in the UK (Just Fair, 2014).   
According to the Salvation Army (no date) policy states that they do not tolerate any marginalisation, persecution or discrimination of any individuals.  They will work with people who are in need of their assistance that will help the individual irrespective of sexual orientation, gender, religion or race.  Situations can occur occasionally where individuals in the Salvation Army will have to deal will difficult situations involving customers which could make it difficult for them to stick to the code of conduct and its requirements. 
I have learnt that there will be times when I will need advice off other people and that the shop does more than just selling things it gives vital information to help individuals. The Salvation Army might be the first step for people to seek advice and I have to learn not to take things to heart as some people are struggling and need help and might get angry if they do not have help immediately. 
If I had to deal with this situation again I think that I would have tried to handle it myself and not be frightened.  Even though the couple were angry they must have been going through a huge ordeal and it takes a lot of courage to actually go and ask for help. From now on I will not judge anyone from alcoholism or substance misuse, as one day a person could have everything and the next have lost it all.  I will educate myself and ask more about what does happen and all the support that is available in the next place of work.   To educate myself I will read more books to educate myself about experiences that people have been through and how to deal with these circumstances. In order to manage difficult situations with customers who may be aggressive and abusive towards me I will in future be prepared to speak to the person who is doing my induction to the workplace. It would be important to be more prepared about what situations I may encounter and so these questions would be important to ask before I began working with the clients/customers. I would be able to recognise if my actions had been successful by asking colleagues to give me feedback as to how I managed difficult situations in the future.  

SECOND SCENARIO
On the last day of my placement I had an encounter with another volunteer. I was asked by the manager to clean the charity shop shelves and door handles with spray and a cloth but with no gloves. She wanted me to rinse the cloth out in the ‘dirty’ side of the kitchen. The reason for the cleaning was because of the Covid-19. As I started cleaning down every so often I rinsed my cloth in the designated sink in the kitchen and washed my hands every time as I was paranoid to carry germs back home. The lady that works in the kitchen area who would never say hi back or speak to me shouted at the top of her voice “get out of my kitchen you are not allowed in here” the whole shop turned around and looked over. She basically told me that because I had not had any training in the kitchen I was not allowed in. I tried to explain that the manager told me that I could go and wash my hands and rinse my cloth, but she would not listen to me. Luckily I had managed to wash my hands and rinse the cloth as she was yelling at me. Another volunteer came over and said she was like that to everyone and not to take it to heart.  She also advised me not to worry if you hear her talking about you either. By the end of the day she even criticised me in front of everyone about the way I washed my hands.  So I turned around and told her I wash my hands the way I have been taught in the hospital because I work there.  
This particular woman was extremely challenging, I found it really uncomfortable working with her. I tried numerous times to say hello or make a conversation with her but nothing. She made me feel as if I should not be there or as if I was not important. And when she did shout at me in front of everyone I did feel embarrassed and humiliated. I felt she was making me out to be someone who did not have a clue and as if she was talking to me like a child.  According to Fisk (2006) humiliation can have substantial impact on many individuals within their working lives.  
Due to the way this woman behaved towards me in front of the customers it could also have a negative impact on other volunteer working there.  In addition many customers could be deterred from visiting the premises and contributing to the charity. According to Johnson and Indvik (2001) a rude individual within the workplace, can have a negative financial impact on a company or organisation, and can have a detrimental effect on other members of staff and in severe cases could result in volunteers withdrawing their support from the organisation (Johnson and Indvik, 2001; Porath and Erez, 2017). However, as it is difficult to get reliable volunteers in to help out in the Salvation Army this might be the reason why she still remains there and her behaviour has not been addressed, or maybe people have not highlighted it to the manager (Salvation Army, no date. 
This volunteer portrayed many dominant features including being superior and arrogant.  She was also aggressive and unapproachable. Research has shown that such dominance within the work place will have a negative effect on individuals (APS, 2018). It must be assessed whether it is right to discipline volunteers as if they were paid employees. 
Perhaps the woman had been there for years and felt that she was the person in charge and this caused conflict between members of staff. Conflict in a work place can be an issue amongst groups and individuals in a work place. According to Hoel and Giga (2006) some people have highlighted that between some members of staff there can be a lack of respect. 
According to the Salvation Army Employee Code of Conduct (2013) volunteers and paid members of staff should adhere to the values of the organisation. This requires them to show respect and compassion for others at all times.  The Salvation Army ensure all employees and volunteers are assessed on ethical trading (Salvation Army, 2013). They ensure working conditions are favourable and treat all individuals fairly whilst respecting their human rights and complying with all relevant laws relating to employment. This clearly shows the women referred to in this reflection did not abide by the clear guide lines and policy of the Salvation Army Code of Conduct (Salvation Army, 2013).  
An individual can cause conflict in a work place setting and cause unhappy work environment. Although looking back what I have learnt is that when people behave in a certain way, it is always important to take into account the many reasons why this might be happening. 
In the future I will let the manager know what was happening.  In this instance I had not been there long and I did not have the confidence to speak up.  My main problem is confidence I need to learn to be more confident. I need to educate myself on how to deal with other workers who are being rude in work.  This could be achieved by going on courses to educate myself about conflict and the strategies to deal with it.   In order to deal with difficult situations with work colleagues I will try not to let unpleasantness affect me.  Before I go into a new work environment I will find out about policies and procedures within the workplace.  I will know that I have been successful because I will know who to speak to if I found myself in a similar situation. I think that being prepared in this way will give me confidence and will reinforce my resolve not to let unpleasant comments have a negative impact 
​



THIRD SCENARIO
Unfortunately I only worked six hours of my placement in the Salvation Army charity shop due to the coronavirus outbreak and being advised to withdraw from placement. A week later the UK went on lockdown. In the six hours I did not realise how much work and support the charity shop helped individuals. In addition the charity shop makes money to provide services for them to give support to people in a difficult times. Also all the money that the charity shop is losing now when people need help more than ever because many have lost their jobs. The Salvation Army plays a key part in helping people who are struggling.  One scenario that has caused me concern is that the charity shop is run by volunteers who are retired and mostly over the age of 65. This puts them in a vulnerable position in realtion to Covid-19 due to their age.  It could imply that many of them will be unable to continue to work due to health conditions or they will chose not to because of their age (Colhoun, 2020).  Another area of concern for the future of the Salvation Army charity shop post coronavirus relates to the goods that they have donated and the correct procedures which need to be followed relating to selling second hand goods. Also will people want to buy second hand products when they re-open? 

It breaks my heart knowing that the future of charity shops could be affected because of the Covid-19 and the UK going into lockdown (Colhoun, 2020). The Welsh Government  signed up to sustainability targets to recycle items safely,  I feel that this could be impacted negatively by the pandemic, as many people might be unlikely to buy from charity shops due to the worry of contamination due to the virus (WAG, 2010). Another focus of concern is whether charity shops will have enough volunteers in the future as many are in the older age bracket and therefore more susceptible to contracting the virus (Colhoun, 2020).

According to the government guidelines people over the age of 70 are advised to stay at home and minimise contact with individuals (GOV, 2020). They are more likely to have underlying health problems. This generation fear of the consequences of the effects of Covid-19. Also, Meng, Xu and Yang (2020) state that older people are more susceptible to contracting Covid-19 because of their low immune system and are frequently linked to underling health problems. Due to this they are more likely to have more serious outcome to the infection including death (Meng, Xu and Yang, 2020; GOV, 2020). 
The financial impact on the Salvation Army will be considerable as many items donated during the lockdown will be unusable due to accessibility problems (Colhoun, 2020). Subsequently many of these items will end up in landfill which will have a detrimental impact on sustainability (Salvation Army, 2020). The Welsh Government (2010) are aiming to achieve a ‘zero waste’ by 2025 this means that all products which are made will have to be recycled or reused, ‘without the need of any landfill or energy recovery’   According to Ekardt (2009)  Theory of Sustainability refers to a type of society and economy that is enduring and that has the capacity world wide scale.   In one newspaper article it refers to an individual stating they will refrain from buying second hand items from charity shop due to fear of being infected with Covid-19 (Colhoun, 2020; Read 2020). 

According to Smithers (2020) the charity shops will have to provide drop off points for the donations and clothes will have to be quarantined for 72 hours. According the government’s policy Working Safely during Coronavirus (COVID-19) charities are specifically referred to in the section entitled ‘What do we mean by shops and branches?’ one of the guidelines include encouraging individuals to not handle products at the same time while browsing (GOV, 2020). Many advantages to this will avoid cross contamination however this could prove difficult as all items are different and people naturally want will want to browse through them (GOV, 2020). 
According to government guidelines in order for the charity shop to be able to open it will need to follow these regulations, changing rooms will have to be closed, customers will be encouraged to use hand sanitizer, there will be a two meter rule between customers, children will only be allowed in if they are supervised by parents at all times (GOV, 2020). Cleaning will have to be done more often (GOV, 2020).  Perhaps having a paid manager is good for the charity shop because they will make sure that all these policies and procedures are put into place
Coronavirus could have a negative impact on charity shops but there is still scope for them to operate again adhering to government guidelines which will ensure the safety of their staff and customers.
If the opportunity arose to work there again I would access any relevant courses of training relating to safe working practice relating to Covid-19 for example hygiene and safety measures. In order to help ensure the success of the charity shop by receiving donations and encouraging people to shop I have approached the shop manager about some ideas.  Specifically I discussed with her about helping to put up signs outside the shop to welcome shoppers and make them feel confident. On the signs we would state that all items in the shop have been disinfected for example. The only way that we will know if these actions have been successful is that if customers return.  
Considering the experience as a whole and taking into account the three scenarios I believe that the reflective practice of my placement in the Salvation Army has been an important factor as it has enabled me to think about all aspects of what happened in a variety of ways. It would have been easy to focus on the negative aspects surrounding the placement namely having to change my original placement setting and also the impact on the Covid-19 pandemic. However, although this was not my original choice of placement, it turned out to be a worthwhile and positive experience. This placement has offered me opportunity to gain an understanding of the ethos and work of the Salvation Army at a local level.  It tackles problems relating to unemployment, addiction, homelessness and loneliness. The charity works at the focal point of communities offering practical advice and help enabling the lives of individuals being transformed (Salvation Army, no date).  This organisation is providing a much needed service in Carmarthen for people who find themselves in need of help, and the shop enables the charity to generate necessarily funds. 
Reflective practice made me confront my feelings about the customers and the volunteer who were rude to me and was explored in detail in the first and second scenarios. I think looking at these events in detail enabled me to recognise my reactions and take action to react differently in future in particular with regards making judgments about individuals without being aware of the full situation.  
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