
[image: ]
Research Process Reflection

Abdul Monnan
LCLM6005
Student Id- 2308947
Lecturer- Dian Mayasari









The Impact of Digital Transformation on Customer Experience and Sales Performance: A Systematic Literature Review of John Lewis Partnership




Research Process Reflection
The research process was convincing as it gave a full picture of the impact digital transformation has on customer experience and sales performance in the retail sector and how this applies to John Lewis Partnership. To perform a systematic literature review, a disciplined and structured approach was needed for identifying, evaluating and synthesising relevant academic and industry sources. The process identified the importance of a clear research methodology to be followed to ensure that the research findings are relevant and are supported by credible evidence and in line with the research objective. Narrow research aim, objectives and research questions were the first step. Having these elements made at the start helped to set out a clear path for the research, and made sure that each stage of the research was appropriate to the overall aim. The research questions also helped to narrow down the literature selection and to create a clear line of analysis throughout the dissertation. Literature review was a very important component of the research process. Through the analysis of past studies, it was possible to gain an insight into the development of digital transformation in the retail sector, and its relationship to the customer experience and sales performance. The analysis of the different viewpoints identified the extent of agreement/disagreement in the existing knowledge (Shaheen, 2023). The critical examination found that there was shortage in literature, specifically, a lack of consideration of Digital Transformation, Customer Experience and Sales Performance in one organisational environment. Therefore, the review was utilized to improve the concept and to give the rationale for the study of John Lewis Partnership.
A very critical aspect of the process is choosing a suitable research methodology. The use of a systematic literature review provided an effective and systematic means of collecting evidence and the qualitative design facilitated a better understanding of complex organisational issues that would not have been easily measured using numerical data. Only relevant and quality data sources were used for the analysis as the design of a search strategy and the setting of inclusion and exclusion criteria and the use of appropriate academic databases were carefully considered. This systematic approach helped to strengthen the consistency and credibility of findings of the research. Careful organisation of information gathered from various sources was necessary in the process of thematic analysis. This allowed categorisation of the data as per their similar findings and grouping them into themes, thereby bringing out the recurring patterns around digital transformation strategies, customer experience and sales performance. At the same time, analysing conflicting views showed that digital transformation does not necessarily result in the same outcomes across organisations. This phase highlighted the importance of critical interpretation of information, not just in the form of descriptive summaries. The use of theoretical frameworks also enhanced the research process with various points of view in interpreting the results (Siddiqui, 2023). Adoption of digital technologies by customers was described and explained using the Technology Acceptance Model, a resource-based approach was used to emphasize the role of organisational capabilities, and a customer-centred approach was used to highlight the importance of customers' perceptions and interactions through Customer Experience Theory. These theories were combined to gain a more holistic understanding of the connection between digital transformation initiatives and organisational performance.
However, there were also some difficulties encountered during the research process. However, by using secondary data, access to experience of the organisations is limited and so are the opportunities to validate the findings with the customers directly or with the employees. Furthermore, the efficacy of the literature used was limited to recent and relevant literature for the study, because the digital technologies are evolving rapidly. Throughout the research process, the significance of systematic planning, critical analysis, and methodological consistency in crafting a coherent and well-informed dissertation was emphasized. This experience showed the significance of not only collecting, but also assessing, analysis, and synthesizing evidence systematically to contribute to the academia.


References
Shaheen, N., Shaheen, A., Ramadan, A., Hefnawy, M. T., Ramadan, A., Ibrahim, I. A., ... and Flouty, O. (2023) “Appraising systematic reviews: a comprehensive guide to ensuring validity and reliability,” Frontiers in research metrics and analytics, 8, 1268045.
Siddiqui, N., Limon, G. Q., Hossain, M. S., and Mintoo, A. A. (2023) “A Systematic review of ERP implementation strategies in the retail industry: integration challenges, success factors, and digital maturity models,”

2

image1.png
B Prifysgol Cymru
N Y Orindod Dewi Sant
\" University of Wales
Trinity Saint David





  1       Research Process Reflection     Abd ul Monnan   LCLM6005   Student Id -   2308947   Lectu rer -   Dian   M ay asari                  

