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[bookmark: _Toc213157594]Reflection Gibbs Reflective Cycle
[bookmark: _Toc213157595]Description
This research was conducted to determine the effects that the digital transformation initiatives at the Marks and Spencer (M&S) have had on the retention of customers within the UK retailing industry. To understand the significant efforts, challenges, and opportunities related to digital customer engagement, I applied a systematic literature review (SLR) to search scholarly pieces of knowledge published in 2021-2025 (Khan et al., 2025). The models that were also applied to comprehend the effect of digital innovation on customer loyalty and retention were the Technology Acceptance Model (TAM) and Customer Engagement Theory.

[bookmark: _Toc213157596]Feelings
At the beginning of the research, I was excited and apprehensive.  I was intrigued by the way the world of conventional retailers such as M&S are evolving to cope with the digital disruption, but I was not sure that I could handle a tremendous amount of literature. Later on, I became more confident in how I am able to interpret and generalise more complicated information, a skill that has developed over time (Katsikeas et al., 2020). Nevertheless, sometimes, I was confused with the need to identify the material that was relevant and the outdated one, with the digital transformation occurring so quickly. The chapter on findings was especially a pleasant experience because I could observe how the separate bits of information tied together to make a coherent story.

[bookmark: _Toc213157597]Evaluation
The research procedure was difficult and educative. One of the strengths was the application of the SLR method which made the data acquired credible, up to date and complete. It enabled me to determine recurring themes like personalisation, omnichannel strategies, and improvement of customer experience. Nevertheless, I realised that there are certain restrictions. Because I used secondary data only, I could not use real-time customer feedback or personal observations of the employees of M&S. This limited my ability to generalize the findings in a real life scenario. However, the study in any case contributed well in terms of overall theory and strategy to the role of digital initiatives in influencing customer loyalty.

[bookmark: _Toc213157598]Analysis
The strategic importance of digital transformation in retail is an aspect that I have learned more within the scope of this project. It emphasized the role of technologies such as AI, CRM systems, and mobile applications to enhance customer engagement provided that they are implemented in a thought-provoking manner (Joshi and Gabhane, 2022). Another thing that I learned is that digitalisation is not only a technological change but a cultural change as well as an organisational change that has to find a balance between automation and human interaction. The study of customer retention using the developed theories helped me to enhance my thinking skills and the conceptual modelling capacity in practical business problems.

[bookmark: _Toc213157599]Conclusion
All in all, the process of doing this dissertation enhanced my research, analytical, and academic writing abilities. I got more proficient at argument construction, literature synthesis, and connecting discoveries to theoretical ideas. I also gained more understanding of ethical research practices and credibility of data.

[bookmark: _Toc213157600]Action Plan
Next time, I will use both primary data gathering, which will be in the form of interviews or surveys, to be able to compare the secondary data, besides it will give a better picture. Another area that I will improve is my data analysis capabilities through the application of digital text or content analysis. In practice, I will use the knowledge acquired regarding the customer engagement and digital innovation in future marketing or business strategy positions, making sure that technology will be applied to enhance rather than make redundant the human connections with customers.
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