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[bookmark: _Toc7799389]   Introduction 
    In this world of globalization one of the most effective components is the managerial and the leadership skill that is essential to perform the business operation in a prominent manner. It is observed the big organization as if the Starbucks use the democratic leadership in the management that helps to generate new Ideas in a prominent manner. Moreover, it is observed that the capacity-building program is essential that helps in increasing the work efficiency within the team in a proper manner. In this, study the Gibbs reflective model will be used to describe the incident of management problems in the star backs in an effective and efficient manner. 
The study is based on a incident in Starbucks that includes a documentation of a wrong order that of a consumer. The total analysis of the incident will be done by the breakdown of the vent and the managerial method taken to mitigate and manage the incident in a prominent way. Furthermore, the self-analysis will consist if the feelings of the individual during the incident and the roles played the other manager and the employees to mitigate the event in an efficient manner.  At the end, an action plan will be formulated that helps in the personal and professional development. This action plan will help the individual to improve the soft skills in a prominent manner.
[bookmark: _Toc7799390]Description 
 I am a manager in the Starbucks and in Starbucks mostly democratic leadership is followed with a very friendly atmosphere that helps in the.  I was documenting the inventory in an effective manner like every day since I have to give a report of the inventory and the daily requirement of the star to the supply chain in an efficient manner. The consumers in the were coming in as usual fir the morning coffee and breakfast in an effective manner.  Suddenly I heard some screaming and I saw that one customer was furious and she was scolding the waiter and was very angry about something.  At first as a manager, I got Gosse bumps and I was a little bit nervous at first since it was my responsibility to manage any kind of incident like this in an effective manner.  Besides me, there were two colleagues and two servers. Additionally some consumers were there who were intimidated by the incident in a negative manner. The incident was that a woman consumer ordered a Cappuccino and due to the miscommunication with the waiter, she got a latte instead of cappuccino. 
The waiter made the mistake in documenting the order and for that, the woman was furious and started screaming at the waiter. One of the most important things that I noticed that the waiter was becoming shaken and he were afraid of the consumer. As I was delegated with the responsibility to handle any problem of the store, I stepped up to manage the situation in an effective manner. At first, I noticed and analyzed the psychology of the consumer and another colleague mine helped in starting an effective communication within the consumer. At first, I was not getting the proper confidence but I gathered confidence and convinced the consumer that it was the fault of the organization.  I tried to explain that the waiter is person and some fault might occur, as they are human. I guaranteed her that this kind of the fault will not be repeated and assured her that extra credit point will be added in her account for the compensation of this mistake.   At first, I did not speak about the conversation and said sorry about the incident to cool her down.
[bookmark: _Toc7799391]Feelings
This phase of Gibbs Reflective Cycle deal with the feeling that was triggered due to the event (Husebø, O'Regan and Nestel, 2015). The phase will help me to analyze my thoughts during the event.
To begin with, at the initial stage of the situation I had become a bit demotivated and was hesitant to approach the situation. I started blaming myself for the vent and for my carelessness. I was feeling terrible but I knew that, as a manger, I had to step up and solve the situation. All I could think about is what can be done at that moment. I was continuously trying to figure out the solution that can be implemented. While the situation took place the other customers stood and stared at me, this made me feel a bit embarrassed and I was feeling. The outcome of the situation was not as expected. Since, I am the manager of the store it is my responsibility to listen to the customer’s complains and give her the best solution. I tried to solve it by apologizing to her at first and then gave her the coffee she wanted and an additional croissant. I did not take any money from her which made her cool down. 
The customer, after getting her coffee and a croissant, seemed to be pleased and she also did not reach the higher authority. The outcome made me feel a bit more confident as I realized that I have the potential to sort out a problem. The outcome turned out to be better than my expectation. When I think about the situation now, I feel that if I could have maintained my confidence initially hen I could have solved her problem in a more effective manner. 
[bookmark: _Toc7799392]Evaluation
The evaluation part deals with the different aspects that counted as positives and negatives. In this case it can be said that the situation in which the consumer was served with a wrong order made few things very clear and most of them were negative in nature. 
The main aspect that must be kept in mind in this case is the incapability of the service department. The order was placed at a hour where there was not as much customers like the rush hours. However, an error still occurred and this can be either the fault of the person who took the order or this can be the fault of the other staff that is in charge of preparing the beverages. The situation clearly mentioned about the need of an enquiry.
The outlet recruited a number of new waiters and waitresses in the past week and thus it can be said that the situation might be the effect of some inexperienced staff members in the store. Thus, the situation also clarifies that there is a need for further training and this can the staff more skilled and it will also be effective in making sure that these type of situations do not occur again.
In this situation, as the manger of the outlet I felt very embarrassed and I wanted to make sure that this type of situation does not happen again. Therefore, I gathered al my staff after the working hours and made sure that the reason for this error was recognized. However, I motivated my team and made them aware that these situations are a norm and with proper care, it can be avoided. I allocated the duties of taking orders to the more experienced staff.
[bookmark: _Toc7799393]Analysis
This phase of Gibbs Reflective Cycle deals with what are the things to be learned from the situation (Tanaka, Okamoto and Koide, 2018). This teaches about what to do when a similar incident occurs in the future. 
The first thing of analysis is breaking the event down. This has helped me to analyze about all the little things that should and should not have been done. At first I was very hesitant of the situation and did not want to face the customer. This increased my anxiety and I was feeling quite nervous. But after I realized that I should take the responsibility as a manager, then I calmed myself down first. After I was calm I regained my confidence. This made me listen to the customer about her complaint and started analyzing the situation. The analysis helped me to come out with a solution. Firstly I apologized for our fault, then I told the other employees to give her the coffee she wants and also gave her an additional croissant. The other workers were also apologetic about the situation and apologized to the customer before serving her the coffee and croissant.
I thought that being calm and listening to my customer will help me figure out a situation in more efficient manner. This happened accordingly and this helped me to regain the customer satisfaction. This was only possible due to my instinct of being calm at the situation and also because of the help provided by the employees.  
The Empiricist reflection theory helped me to understand and analyze the theory more efficiently (Baggs , 2015). The ideas are generated in consciousness via sensate experience of the external world. This has helped to self analyze my situation. 
[bookmark: _Toc7799394]Conclusion 
The study focused on the self-reflection of the incident of the star bucks that caused problem for the organization.  A detailed analysis of the incident has been done in the study where it is seen that communication and effective interpersonal skills are essential to deal with any kind of consumer-oriented problem in the organization. One of the major concepts is the use of people skill to effectively engage in communication with the consumer to mitigate conflict. Moreover, a detailed action plan has been performed that identified the objectives for the personal and professional development of the organization . 
[bookmark: _Toc7799395]Action Plan
While I have been able to learn from this incident to avoid situations and incidents like these in the future, however, in case I were to be faced by a similar situation in the future where one of my customers were to get a wrong order, then I would have to repeat the same steps. I would try to apologize to her for giving her the wrong order, then afterwards, I would give her the correct order as well as either a free croissant or a snack. This would be helpful for sustaining the customer satisfaction and improve our brand image and reputation. 
There are some major aspects of my knowledge and skills that I need to develop which would include my leadership and management skills as well as my listening and communication skills. This is because these three skills and my knowledge pertaining to these would be helpful in handling the orders of the customers in the future. I would be able to develop these skills and my knowledge pertaining to this using constant practice as well as through learning process using learning materials such as books, journals, articles, and internet videos. The development process can take some time as the process is slow and I would need to integrate the learning’s into myself, which I could use in my future in an effective manner. Moreover, guidance and feedbacks from my peers, classmates, and teachers would allow me to assess myself and my competencies as well as their strengths and weaknesses. This would allow me to understand what to improve within myself and how I would be able to develop myself.
The goals that I can set myself for the future are developing myself as an effective ideal leader who would be able to lead and manage all the aspects and actions of my team members. This goal would allow me to become an ideal leader in a professional setting, which would help me in the future to guide my team members to help in the success and growth of the business organization as well as in the customer engagement process. The outcomes and competencies that I need to focus on now are the development of my communication and learning skills which would allow me to become an effective leader as well as allow me to listen to people as well as communicate with others.
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