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Introduction
Reflection is a purposeful, active thought that applies to an individual's experience and its purpose is to understand the meaning of that experience. The aim of reflective evaluation is to gain understanding that will lead to new insights and improvements in what we do. Reflective practice requires a critical assessment of experiences, and on that basis, we gain understanding that adds more knowledge to ourselves (Ashby, 2006).

The most useful way to reflect is to include thought of consciousness, actions that are aimed at understanding and evaluating values. Through contemplating, we provide the brain with an opportunity to pause in the chaos, get out of trouble and sort through observation and experience, take multiple meanings into account and then construct meaning. The sense is learning afterwards, which can then inform future mindsets and behavior (Porter, 2017).
Graham Gibbs created the "Reflective Process of Gibbs" in 1988. The process has been built to organize what we can learn from our experiences. This provides a method for analyzing experiences and it lends itself very well to repeating experiences because of its existence of cycling.[image: ] This helps us to organize and learn from the events you have done that either went well or didn't go well. Gibbs ' Six Stages Reflective Model (ED, 2019)


(cambridge-community.org.uk, 2019)
Description
In my role play I was an assistant manager in one of the Starbucks coffee shops in London, and I had a difficult customer. Unfortunately, one of the products that the customer wanted to order was not included in the menu. She was very upset, because her baby wanted babycino and she asked to speak with the manager on duty. At that moment my manager was not available so I needed to go and to speak with her. I managed to keep calm and to explain in a professional way to the young lady that we really do not have the item she requested on the menu. I wanted to reassure both of them because they really seemed disappointed. I assured the lady that we are going t make an exception and prepare a babycino for them after all it is only milk and chocolate. Also I promised them that I will bring it to the attention of the management and that we will have it on our menu very soon. The truth is that the young woman is not the only pissed customer that we don’t have this product on our menu, we have dozens of people asking for babycino. After our conversation the customer calmed down and in the end left the shop happy and with a smile. Two of my classmates helped me with the performance and I am really thankful for their support and professionalism. I realized that I was the only one from the class who had assistants for the role play. In my opinion in this way the performance looks more realistic and is much easier for the public to imagine the situation in real. 

Feelings
Before the role play, I was very nervous because this was my first presentation in front of public. I am facing difficult customers every single day at work as an assistant manager, but this time I was going to perform in front of my classmates and the lecturer who will mark me. I wanted to perform well and to introduce my profession in the best way possible. I am a very dedicated person and I love my job. This was an opportunity to share a small, but very important part of my job with my classmates. I think that it was a good opportunity for people who never worked in the hospitality industry to see in what kind of situations we are involved constantly at the workplace.
During the play role, I knew what I was doing, but still I had trembling voice and my hands were sweating. I was sweating because I was worried if I am going to perform well. My assistants were reading their lines from the papers and this made me even more worried. I was the only one who had assistants in his play role. It was a double-edged sword. My concern about the performance was not just about me, but it was about how all of us will perform.
When we finished with the role play, I said to myself “That is it, nothing to worry about”. When my classmates started to applause me I felt a relief. I realized that the performance was not so bad and I have presented my role play well. I relay like what I have shown and this was a chance to share with everyone in the classroom what my work is and what kind of problems I am dealing with every single day.
Evaluation
It has been a very positive experience. This was an opportunity to show everyone what is to be an assistant manager. This play role which we presented was one of the hundreds of situations at my working place. If you want to be an assistant manager you need to be very responsible and very positive in dealing with these types of situations. A lot of patience is required as well.
I have shown what hospitality is all about by performing this role play. Every single customer must leave the coffee shop satisfied. Even if team member did a mistake it is all about how you or your manager will deal with it. And it is very important to ignore the negative moments, otherwise you are lost.

I realize that we should have done more practice with my assistants. We could have presented it much better. According to my classmates, my assistants should not have red their lines. We delivered the main point well, but we could have presented it with more passion (see appendix 1).
Analysis
It was a great experience. I and my assistants showed how people working in the hospitality industry are making people happy and satisfy all their needs, even when they are upset and disappointed. This is the beauty of the job. I have no words to explain how I feel every day. It is the ability, to be able to satisfy other people needs. And this is what I did. The feedback that I got from my peers was very encouraging and they gave me the confidence that I really performed well, regardless of the fact that we did not have the opportunity to practice the role play with my assistants sufficiently enough. They also shared that the way we presented the role play was original and the role play was very interesting for them. The introducing part was excellent and detailed. It was an original idea to involve assistants; I consider that with the help of other people is much more interesting for the public than just to recount the situation. In this way it is much easier for the public to see how the real situation looks like. No matter that we didn’t practice enough my assistants were trying to look professional and to help in performing well in front of the class and the lecturer. 
Now I have gained experience and I know what I need to do next time. I realized that I have to pay more attention to the details and definitely practice my role play more with my assistants in order to perform better. By doing this reflection I realize that there are lots of things that might go wrong in similar situations. That is why people should not lose concentration and pay attention to the details. The small things really matter and are very important.
Conclusion
For conclusion I can say that overall it was a great experience, which can help me for future presentations and for the workplace as well. I really appreciated the opportunity which I had to introduce a small part of the workflow as an assistant manager. Presumably if I have a similar situation in future I will be more confident that I can handle it. This experience gave me more self-esteem and I am very happy. So I will make the conversation and the accompanying approach more personal and in this way I will show the customer that I am really sorry about what happened, and I am really willing to help to make it right for him or her. Like I mentioned in the previous part of this reflection the small things and paying attention to the details is making the difference. This is very true for such a complex and dynamic industry like hospitality. We must be there for our customers and go further and beyond make them happy and satisfied. Providing the best service we can is the only way of making our customers to come back again and again. This is the way of creating a big number of happy customers loyal to our brand.

Action plan
In my opinion the best way to deal with such situations is to practice and gain as much experience as possible. One of the ways is with assistants; I could create different scenarios in which I could practice these new skills and knowledge and thus build up my self-confidence. This is my opinion. I can do much more training about customer service, and specially how to deal with difficult customers. Everything is about how much you want to develop your skills and how much you are willing to grow in your career. By constantly improving my skills and knowledge I believe that I will have the opportunity to grow higher and become a manager one day. I consider myself as an ambitious person and I am aiming at the manager position. In this way I will have the power to set my own concept of how the coffee shop should be managed by following the brand standards and goals. 
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