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REFLECTIVE PRACTICE

Reflective practice is a concept of learning from experience which involves thinking, analyzing and improvement. The learning that we achieve from this method differs from the one we get from theory or observing others. Reflective practice is the link between pure theory and directed practice by providing a strategy that helps develop understanding and learning.
The process of reflective practice consists of thinking about things that have already happened to us and seeing them in a different way which enables us to take new decisions and action. According to Dewey (1938), ‘we learn by doing and realizing what came of what we did’. The skills learned during this are based on our own experiences which is significant for putting them into practice in the long term.
According to D. Boud and S. Knights the method is based on a three-stage model which involves returning to the experience, attending feelings connected to it and later revaluating it. Other models suggest different cycles, such as the one developed by Kolb (1984), which consists of observation, reflection, theorizing and action. Basically, what all the models suggest that we need to recall our observations and then reflect on them in some way. By understanding it deeply we can develop our own theories about what had happened and later on take action and realize how it can benefit us in the future. Going through such cycle never stops because we consciously take action as a result of the reflecting process. This action goes though the cycle and based on the experience we have gained, or a similar one, we encounter it in a different way. 
According to Gibbs (1988), reflective practice needs a bit more complex model because it helps create a plan to follow and make understanding the problem in depth easier. This one consists of 6 stages: description, feelings, evaluation, analysis, conclusion and action.
The job of a Starbucks barista does not only consist of making drinks, which is hard enough by itself. One has to memorize the exact amount of all the ingredients by heart and have the ability to create identical drinks every time. The most important part of all Starbucks employees is the way they interact with customers. The former CEO of the company Howard Schultz was heavily influenced by Italian coffee shops, where the employees know their regular customers as if they are friends. Not only do they remember their orders but they can also have conversations about their families and daily lives. This has always been of major importance for Schultz because this makes every customer feel important and has successfully applied this concept to his company. 
A Starbucks barista has to encounter different customers every day and this is where reflective practice can be beneficial. Such a job cannot be learned from theory or watching how others do it, because it needs practice. Apart from making drinks, as this is not the hard part. All one needs are practice and good memory to be able to make them. What is hard is the constant interaction with new people. As I already mentioned, a Starbucks barista has to be friendly towards customers and act as if they are friends. This is not a skill that can be learned by neither reading nor observing. 
Interacting with customers is the most important part of the barista’s job apart from making the drinks, because no person would like to go to a coffee shop where the employee is rude. The same thing goes the other way around – no employee would like to interact with an unpleasant customer. There are people who don’t understand that the baristas are doing their job and are sometimes impolite. The policy ‘The customer is always right’ does not work most of the time. Dealing with such a person is not an easy job because you have to be able to stay calm and not react in any way. Most of the times the customer is either dissatisfied with the way they have been treated or the product they have received. A simple ‘sorry’ does not always work. Knowing how to handle a rude customer is essential every day because you never know what kind of a situation you can find yourself in. This is where reflective practice may be helpful by observing and analyzing the situation, realizing what went wrong the first time and trying to come up with a better solution. For example, if a customer came to you and said they were not satisfied with their drink and didn’t accept your apology, but wanted a refund you’d know that today when the same thing happens again, you simply have to give them their money back. A deeper look into the situation may give you a better solution – providing them with a new drink for free.
Following the Gibbs reflection plan the cycle of the situation stated above would look like this:
1) Description: During a normal workday a customer comes to me and expresses their dissatisfaction with the drink they’ve bought. They proceed to get angry and act disrespectful towards me.
2) Feelings: The customer is dissatisfied with the product they have received. I am doing my job, trying to handle the problem professionally. I try to remain calm and listen to what they have to say without being rude. 
3) Evaluation: The customer doesn’t accept a simple apology coming from me and still blame me for not being satisfied with they drink. They proceed to ask for a refund and I handle the situation by giving them their money back. This solves the problem with the angry client but does not profit the company. 
4) Analysis: Being put in such situation teaches me to make decisions faster and later analyze them and learn from them. I know how to deal with a hard customer and remain calm and professional.
5) Conclusion: The positive outcome of the situation is the way I dealt with the client and them leaving without additional problems. If the same thing happens again I would be able to come up with a better solution to the problem based on analyzing the previous experience. 
6) Action: What I would do differently is that I would not give them their money back but make them a new drink, as they were not satisfied with the one they received.
During the conducted role play I had the opportunity to experience the benefit of reflective practice myself. The imaginative scenario prepared me for times when I can find myself in such situations and based on what I have learned I will have the ability to deal with the accompanying problems. The excellent feedback I received from my colleagues made me feel proud and happy with my performance. 
Reflective practice may be useful in our daily lives because learning from experience gives us the opportunity to realize our mistakes and not make them again. There is no one who knows how to do everything, but a person who has the ability to realize what they have done wrong and proceed to do it right is always going to be one step ahead from one who watches others or thinks they can do everything because they have read about it somewhere. 
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