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[bookmark: _Toc16832112]Introduction
The present work will analyze again how important is for DSV to acknowledge the importance of people inside the organization and how critical is to provide training for motivation and improvement of existing and future qualities. The following report is based on the support of a role play that explains how a client requests immediate explanations and solutions following an urgent situation and the promptness with which the DSV employee responds to these requests.

[bookmark: _Toc16832113]Theory about Reflective Practice
The Reflective Practice was developed by Gibbs' (1988) and his reflective cycle is demonstrating how to improve an action form the past by analyzing the impact of that experience to the individual. Those events can be negative or positive but by analyzing their effects, future similar events can have a positive impact if a person reflect on his experience and learn from it.
To be able to analyze a past event, the cycle must contain all the information necessary to describe it but at the same time, the event and the emotions must be kept clean and simple to achieve the maximum of awareness from that experience.
[bookmark: _GoBack]The cycle begins with the description of the event to establish what type of feelings and emotions the person has been put through. After the event has been described, the feelings experienced require a broad description. Furthermore, the feelings must be put under evaluation to conclude if the experience was a positive or negative one. After the person in question concluded what type of experience lived, an analysis of all the above must be made to achieve the goal for which the cycle is underway, a reflective practice. At the end of the analysis, the person in the cause will gather all the information required to conclude what was bad, what was good, what where the feelings involved and how did he have gone in this situation. The cycle ends with the action plan, a plan that is the reflection of a similar possible situation. This aspect will take into account possible changes in the previous situation but also facts that will be repeated. 
Not only a person can look back at an experience and analyze it to improve future situations, but the companies are doing the same. Big companies are looking back and extract analysis which helps them concentrate on how to train their staff members to avoid some incidents or to minimize the effects.
As DSV official site (2019) stated, the DSV academy will train the people involved in the organization and will help them grow and develop in a way that not only the organization will take benefits from the developed skills of an employee but the career of the employee will grow on its path.
 
[bookmark: _Toc16832114]The Role Play
The role Play points out why a good organization will train his employees mainly by providing very good communication skills to be able to give prompt feedback to customers and partners. The subject of the role play is a previous experience regarding the position of a Warehouse employee and the way that he handles a complaint came from a Coca-Cola Manager with a couple of Coca-Cola bottles that arrived at Sainsbury damaged. How the problem encountered when delivering the pallets of goods is exposed by the customer is based on the nervousness created by the incident itself. But the way the warehouse employee handles this incident shows a very good communication ability but also good knowledge of the internal rules and not only (Evidence 1 and 2).
The client requests immediate answers regarding the compensation of the damages brought to the goods, but he also wants a guarantee that they will be acquitted of any fault concerning the chain of stores. The employee must have the ability to react promptly and come up with solutions for both problems even during the telephone conversation with the client, which denotes a very good knowledge of the internal rules and the risk procedure of the organization.
When dealing with the merchandise of a dissatisfied client, it is necessary that when the client requests answers to some problems, the employee must be able to respond promptly, not delay the solution, but also assure the client that such things will not bring with them the reputation customer. All these skills can be developed over time, but training is also required concerning the skills already existing so that the employee-client communication is a successful one. An organization will point out that this aspect is paramount, and the training provided to the employees will make the difference between a successful organization and one without a reputation.

[bookmark: _Toc16832115]Impression and Statement according to the feedback received
The feedback received after the role-play was put on the scene it is very encouraging and I feel that the purpose of making the public aware of the importance of an employee within the DSV organization has been achieved. Part of the audience complained that the voice supporting the role-play was too low or that this employee lacked confidence when performing. All these experiences are normal, from a personal point of view, but what encourages me to proceed similarly in the future is that the audience claimed my attitude as an actor but not my abilities as an employee (Evidence 3 to 6).
I think that the role-play was quite explicit and that the way to solve a real problem is as professional as possible. Furthermore, the construction of this role play was critically thought out and the employee's ability to solve the case situation was exposed following the internal rules of the organization of which I am currently part.
The reflective and experiential learning (Moon, J.A., 2004, p. 133) is the notion that help us learn from our experience and throughout this learning method, we can improve the way that a former situation can lead to a better result in case this or similar situation will be repeated. This cycle has been studied and developed by Gibbs’ (1988) also and it is the main theory by which in the individual it can conclude all the aspects resulting from the reflective thinking on a past situation or an accumulation of feelings felt in that situation.




[bookmark: _Toc16832116]Conclusion
The conclusion, in this case, supports once again the importance of training employees in an organization and the impact that good communication has on the organization-employee-client relationship. The organization has to draw exact internal rules of procedure regarding certain situations, but the employee has to promote a positive and solid reputation of the organization concerning the client. The aforementioned role play highlighted these aspects and achieved what from the beginning was a goal: how we can improve a previous experience by applying reflective thinking and reflective learning.
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