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Reflective Essay: Balancing Automation and Customer Trust in Banking

Description
This dissertation investigated how banks can balance automation adoption with maintaining customer trust during digital transformation. I conducted a qualitative study based entirely on secondary data, drawing on academic literature, industry reports and regulatory documents. Using an interpretivist philosophy and an inductive approach, I carried out a thematic analysis to identify key patterns and develop recommendations. The research focused on three questions: how automation improves banking services, how banks are adopting automation, and how automation affects customer trust.

Feelings
Initially, I felt overwhelmed by the volume of literature and the complexity of the topic. I was uncertain whether I could synthesise such diverse material into a coherent argument. As I progressed, I experienced moments of frustration when sources presented contradictory findings, but also satisfaction when recurring themes began to emerge. I felt particularly encouraged by the guidance of my supervisors, who helped me refine my focus and stay on track.

Evaluation
The good aspects of the experience included developing a deeper understanding of qualitative research methods, especially thematic analysis (Braun and Clarke, 2006), and learning to apply an interpretivist lens to a real-world business problem. The use of secondary data allowed me to access a wide range of high-quality sources without the ethical and logistical challenges of primary data collection. However, I also recognise that relying solely on published material meant that I may have missed practical insights that are not documented in academic or industry publications. Additionally, I occasionally struggled to maintain a clear thread when so many interrelated concepts were under discussion.

Analysis
Theoretically, I came to appreciate that research design choices are not merely technical but philosophical. Adopting an interpretivist stance meant that I viewed trust not as a measurable variable but as a socially constructed phenomenon shaped by perception and context (Saunders et al., 2019). This helped me make sense of why transparency and human touch appear repeatedly in the literature as key trust determinants. The thematic analysis process, while time-consuming, forced me to engage deeply with the data and to move beyond simple description towards genuine synthesis. I also realised that my initial plan to conduct a systematic literature review evolved into a broader qualitative design, which was more appropriate given the exploratory nature of the research question.

Conclusion
I have learned that qualitative secondary research requires as much rigour as any empirical study. The success of such a project depends on careful source selection, transparent coding and a willingness to let themes emerge rather than imposing them prematurely. I also discovered that an inductive approach, while challenging, can produce richer insights than a purely deductive framework. I now understand that trust in automated banking is not a simple trade-off but a design principle that must be embedded across strategy, technology and customer communication.

Action Plan
In future research, I would strengthen the study by incorporating a comparative element, perhaps contrasting different regulatory environments, to increase the generalisability of findings. I would also seek to include more grey literature, such as internal bank reports, if access could be arranged, to complement academic sources. I plan to continue developing my qualitative analysis skills, particularly in reflexive thematic analysis, and to apply these skills in a professional context where understanding customer trust is essential to digital strategy.
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