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Research Context and Purpose
The present study, which was qualitative, was conducted using secondary data to analyse how digital transformation affects customers' experience and sales performance of John Lewis. This study sought to explore the impact of digital initiatives on customer satisfaction, engagement, customer loyalty and business performance in the retail industry. A systematic literature review was chosen to give an in-depth and structured overview of the existing academic and industry knowledge. The study's focus was on identifying the key digital transformation strategies, assessing their impact on customer experience and understanding how they relate to sales performance. The research was well focused and based on the interaction between technological innovation and organisational practices and retail performance with well defined objectives and research questions, the investigation was maintained focused and within the discussed interaction.
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The research method was done with qualitative approach by conducting Systematic Literature Review (SLR) with secondary data. Peer reviewed journal articles, industry reports, books or official organisational publications obtained through recognised academic databases have been accessed in order to gather relevant information. A structured search strategy was followed, with specific and well-thought-out keywords and inclusion/exclusion criteria to ensure that only recent, credible and relevant sources were retrieved (VK, 2026). Thematic analysis was used to analyse the collected literature, which enabled the identification of patterns and themes that were similar and related to the research objectives. Multiple reliable sources, systematic selection procedures, and the application of well-known theoretical frameworks helped enhance the reliability and validity of the work. Ethical standards were upheld by the use of publicly available information, by correctly quoting original sources and by giving an objective interpretation of the evidence.
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The results showed that digital transformation has proven to be a strategic priority for John Lewis as it aims to meet customer expectations and meet the competitive pressure from the retail market. The review pinpointed some key digital initiatives, such as omnichannel retailing, e-commerce growth, data-driven decision-making, supply chain digitalisation and customer engagement technologies. These efforts have contributed to the efficiency of the operations, accessibility, and service convenience, as well as better customer engagement due to personalisation. However, the findings also revealed issues such as lower human interaction, lack of a consistent customer journey across online and offline channels, the cost and delay of implementing the solutions and the time to financial benefit (Voipio, 2023). The study also revealed that while digital transformation can positively affect sales performance in terms of reaching broader markets and customer targeting, its impact on profitability would rely on successful organisational integration and long-term strategic implementation.
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It was found that a digital transformation is not enough to succeed in the business if there is no proper organisational alignment and customer focused implementation. Technological enhancements need to be complemented by seamless business processes, sustained service quality and an appropriate blend of technological efficiency and personalised service (Volpentesta, Spahiu and De Giovanni, 2023). Customer experience proved to be the central theme linking digital transformation to long-term sales, highlighting that effective organisational capabilities and the ability to adapt to evolving customer expectations can enhance digital investments. The study offers a thorough and complete analysis of how digital transformation can enhance competitiveness in the retail industry and how to ensure the continuity of operational excellence and customer satisfaction.
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