Reflection
Introduction
Reflection is an important part of the learning process as it enables individuals to evaluate their experiences, identify strengths and weaknesses, and recognise opportunities for personal and professional development. This reflection is guided by Gibbs Reflective Cycle (1988), a widely recognised framework consisting of six stages: description, feelings, evaluation, analysis, conclusion, and action plan. Applying this model provides a structured approach to reflecting on the process of completing this dissertation on the impact of delivery reliability on customer retention in Uber Eats, allowing me to critically evaluate my experiences, identify the skills I have developed, and consider how these lessons will inform my future academic and professional practice.
Description:
At the beginning of this project, I found the dissertation process overwhelming. Choosing a suitable topic, narrowing the research focus, and understanding the expectations of a systematic literature review were all new experiences for me. As the project progressed, I learned how to search academic databases effectively, critically evaluate sources, and organise the literature into meaningful themes. Although the study relied solely on secondary data, synthesising findings from multiple authors required careful planning and critical thinking.
Feelings:
Initially, I lacked confidence in my ability to complete a dissertation independently. I was worried about meeting academic standards, referencing correctly, and producing a well-structured piece of work. There were times when I felt frustrated, particularly when I struggled to find recent and relevant literature or when different studies presented conflicting findings. However, as I became more familiar with the research process and received guidance from my supervisor Dr Osei, my confidence gradually increased. Completing each chapter every week gave me a sense of achievement and motivated me to continue until the last chapter.
Evaluation:
One of the strengths of this project was the opportunity to improve my research and academic writing skills. Conducting a systematic literature review allowed me to develop a more critical approach to analysing published research rather than simply describing it. I also became more organised by setting personal deadlines and monitoring my progress. However, I recognise that time management could have been better. At times I underestimated how long it would take to locate suitable articles, analyse the evidence, and revise my work. Starting some sections earlier would have reduced unnecessary pressure towards the end of the project.
Analysis:
This dissertation has shown me that successful research requires planning, persistence, and critical evaluation. I developed a stronger understanding of customer satisfaction, service quality, and customer retention within online food delivery platforms, while also improving my ability to compare different academic perspectives. Using the PRISMA framework strengthened the transparency of my literature review and highlighted the importance of selecting reliable and relevant evidence. Throughout the project, I also improved my confidence in academic referencing, synthesising information, and presenting research findings logically.
Conclusion:
Overall, completing this dissertation has been a valuable learning experience. Although there were challenges, particularly during the early stages of the research, I successfully developed new skills in literature searching, critical analysis, academic writing, and independent learning. Looking back, I am proud of the progress I have made and feel more confident in undertaking future research projects.

Action Plan:
In future research, I intend to begin planning much earlier and create a more detailed schedule to manage my workload effectively. I will continue developing my critical analysis skills by reading a wider range of academic literature and seeking feedback throughout the research process rather than only towards the end. I also aim to strengthen my confidence in evaluating different theoretical perspectives and applying them to practical business problems. These improvements will help me produce higher quality academic work and prepare me for future professional and postgraduate opportunities.
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