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Research Process Reflection
This reflection uses Gibbs’ Reflective Cycle to examine my research process for the Costco UK dissertation. The Gibbs model is useful for me to consider what happened, how I felt, what went well, what could be improved, what I learned, and how I would conduct future research (Gibbs, 1988). This allowed me to illustrate my research process as it evolved, making the model appropriate to demonstrate this.
The study focused on operational friction as a risk to membership retention in Costco UK's membership model. The initial focus of the work was on overcrowding in parking spaces and on digital-physical gaps. Only secondary sources were used, such as academic sources, Costco official information, UK retail reports and public review platforms. I also used a PRISMA-based Systematic Literature Review to organise the search process, screen sources and identify key themes (Page et al., 2021). These themes covered parking pressure, warehouse congestion, queues, app restrictions, stock visibility issues, digital membership restrictions and service quality issues.
Initially, I felt confident as the topic was practical and relevant to business management. The subject was important because Costco's membership model relies on customers continuing to perceive value in paying for access. I felt challenged at the same time, however, because the research became broader than I had thought. Parking was significant, but the feedback indicated that I need to keep the paper focused on more than just parking. It required a better balance between physical and digital friction points.
The best aspect of the process was being able to link theory to a practical business problem. Research articles helped me understand customer satisfaction, perceived value, service quality, customer effort, and omnichannel experience. The PRISMA process also enabled me to better structure the evidence. One drawback, however, was that I had over-emphasised the idea of parking in the title, aim, objectives and research questions. This was improved by the feedback, which helped me focus the study on the physical and digital friction points in the customer journey.
This feedback helped me rethink my perception of quality research. I learned that research does not consist only of gathering resources but also of defining the topic correctly. I also discovered that the language used is significant. For instance, public review sites may serve as a resource for seeing common patterns in the customer experience, but should not be considered as statistically representative evidence. The literature on “good” and “bad” friction also reinforced my understanding of operational friction, as it demonstrated that friction had to be clearly defined rather than merely described as inconvenient (Padigar, Li and Manjunath, 2025). This reinforced my understanding and application of the study's central concept.
Overall, I found the research process helpful in developing my source selection, critical reading, thematic organisation, and academic writing skills. In future research, the key concept should be stated from the beginning; a table of friction points should be provided at the outset; and each source should be directly related to the research questions. I would also include early feedback to see whether the title, aim, objectives, and questions were fully connected. I came to understand that a good dissertation requires strong evidence and a clear structure throughout the process.
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