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Literature review

The literature on digital transformation emphasizes the major role of technology in
enhancing operational efficiency, agility, and customer-centricity in the retail
organizations. Research highlights the ability of automation, data analytics, and
omnichannel integration to maximize the efficiency of processes and create a
personalised customer experience as a source of competitive advantage in a fast-

changing digital market.

Theoretical Foundation

The study is based on the Dynamic Capabilities Theory (Teece, 2007) and the
Technology Acceptance Model (TAM) (Davis, 1989), which helps to comprehend how
organisations such as John Lewis & Partners can use the digital transformation as a
factor of increasing performance and customer satisfaction. The Dynamic Capabilities
Theory describes how companies combine, develop and restructure internal
capabilities in order to adapt to sudden changes in technology and markets (Teece,
2007). This is complemented by the Technology Acceptance Model which examines
the way employees and customers embrace and relate to the new digital systems,

which impact productivity and quality of services (Venkatesh and Davis, 2000).

Key Themes and Models
Literature reveals that three major themes of digital transformation have been

identified namely; operational efficiency, customer experience enhancement and
organizational agility, which have been backed by well established models. Digital
Maturity Model (Deloitte, 2022) is a model of business development that includes the
processes of digitisation and total transformation based on the need to integrate
strategy and technology into each other. The theory of creating value with digital
platforms offers greater customer interaction and loyalty, which is essential in the
omnichannel activity of John Lewis & Partners, as described in the Service-Dominant
Logic (Vargo and Lusch, 2008). Lastly, the Lean Management Model emphasises on
continuous improvement by automating and basing decisions on facts (Womack and
Jones,2003).
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Key Studies and Debates
The available literature and case studies on the concept of digital transformation in the

retail industry show a variety of ideas regarding the impact of technology on

operational and customer performance. The table below outlines the highlights of

some of the most important studies and their applicability in this study of John Lewis

and Partners:

Study/Author | Objective(s) Relevance to John | Debates /
Lewis & Partners Limitations
McKinsey & | Discusses the | Shows the benefits of | Focuses on cost
Company applications of Al | higher analytics and | effectiveness
(2024) and automation in | automation to streamline | without much
enhancing the | supply-chain operations, | emphasis on the
resilience of | which is directly related | adaptation of
operations and |[to the John Lewis|employees and
minimising costs in | warehouse automation | change
retail. strategy. management.
Accenture Discusses the | llluminates the effect of | Targets
(2023) applications of Al | integrating omnichannel | multinationals in
and automation in | to increase customer | retailing; does
enhancing the | experience and retention | not have UK-
resilience of | which is essential in the | specific
operations and | hybrid online-store | knowledge.
minimizing costs in | approach that John
retail. Lewis uses.
Deloitte Digital | Scrutinise  online | Gives background | Outdated
(2020) transformation information on the initial | compared to Al
plans in | investments by John | and robotics as it
departmental Lewis in technology and | exists today.
stores in the UK, | customer experience
such as  John | reinvention.
Lewis.
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PwC (2023) Researchs Determines challenges | Lacks  outlined
impediments to | of the organisational | performance
successful digital | culture and  legacy | improvement
transformation in | system like the ones | metrics.

retail. John Lewis had to deal
with.

Research Gap
Despite all the positive aspects of digital transformation mentioned in existing

literature, there is a great gap in the relationship between these technological
improvements and the real results in the efficiency of operations and customer
experience in the UK market department store industry. Previous studies mostly
concentrate on the global or technological retailers, ignoring the hybrid approach of
John Lewis and Partners that integrates employee ownership, old systems, and
service-oriented operations (Deloitte Digital, 2020; PwC, 2023). Moreover, minimal
empirical data is available on the impact of particular technologies, including Al, cloud
integration, and automation, to optimize the supply chain, enhance the performance
of the staff, and enhance customers satisfaction via omnichannels (McKinsey &
Company, 2024).

Methodology

This paper is a mixed-methods research, consisting of both quantitative (analysis of
secondary data, i.e., financial reports, digital performance metrics) and qualitative
thematic analysis of corporate publications, case studies and customer feedbacks to
identify how digital transformation affects the efficiency of operations and customer

satisfaction in John Lewis & Partners.

Research Approach: Quantitative with Qualitative Support

This study utilizes a quantitative study which is supplemented with qualitative
information to create a balanced view on the operational and experience results.
Secondary financial and performance reports are analysed statistically with
quantitative data, and the qualitative data are collected using interviews, case studies,

and reviews of customer responses (Scribbr, 2025).

Data Collection Methods Secondary Data Analysis
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The primary method used in this research is the analysis of secondary data; this
technique is appropriate when the researcher needs to study a large organisation such
as John Lewis and Partners where sufficient data available to the general population
exist. Secondary data allow the effective and ethical research of the outcomes in the
operational and customer experience brought by the digital transformation initiatives
(Research.com, 2025).

Key Sources of Secondary Data:

e Corporate Reports: Annual and sustainability reports of John Lewis
Partnership outlining the digital strategy, operational measures, and customer
satisfaction metrics.

¢ Industry Reports: PwC, Deloitte, and McKinsey publications that offer insights
on benchmarks of digital transformation of the UK retail industry.

e Academic Articles: Peer-reviewed articles on online shopping, automation,

and shopper experience in the omnichannel.

Purposive Sampling of Data Sources
In this study, a purposive sampling method will be used to select the quality and

relevant secondary data sources that are directly related to the John Lewis and
Partners and the UK retail industry. Only reputable sources, including corporate
reports, peer-reviewed journals, and recognised consultancy publications are used,
with up-to-date and bias information being omitted (Laerd Dissertation, 2024). This will

provide validity and relevance in the analysis of the outcomes of digital transformation.

Data Analysis: Content and Statistical Analysis

The present research is written on a qualitative and quantitative analytical framework
that enables a balanced perception of both operational and experiential effects of
digital transformation at John Lewis and Partners by gathering secondary data
(Scribbr, 2025).

Quantitative Data Analysis

The statistical analysis will be used to identify the quantitative patterns and trends in

performance. Some of the important methods of analysis are:

e Descriptive Statistics: The calculation of the means, percentages and

increase in productivity and customer satisfaction.
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e Trend Analysis: Monitor digital investment performance (2023-2025).
e Comparative Analysis: A comparison of the KPIs of operations of John Lewis

and other prominent UK retailers.
Qualitative Data Analysis

Textual data, including reports, interviews and feedbacks, will be analyzed

qualitatively:

¢ Thematic Coding: Finds common themes on efficiency, innovation and service
quality.
e Contextual Interpretation: The association of themes as observed to

company strategy and customer perceptions (Jha, 2025).

Such a combination of numerical and contextual knowledge makes this mixed
approach more reliable.

Ethical Considerations

Since the proposed study is purely secondary data, there are low chances of ethical
risks. Nevertheless, the principles of ethical integrity and data transparency are crucial
to back the academic credibility (Editage Insights, 2025). The ethical principles that

will guide the research process will be as follows:

e Data Accuracy: To ensure validity, only credible, verifiable and officially
published sources of data will be used.

e Confidentiality and Privacy: The sources will be quoted in APA 7th
referencing in order to prevent plagiarism.

e Confidentiality: No confidential or sensitive information about the organisation
will be accessed or revealed.

e Objectivity: Findings interpretation will not be biased since data will not be

manipulated to favour preconceived notions.

This will make the study comply with academic and professional ethics in research.

Feasibility
The suggested research is very viable because of the accessibility of the current and
reliable secondary data. John Lewis & Partners also releases a lot of digital and

operational reports, which guarantees the availability of data and the validity of the
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research (ResearchProspect, 2025). The following factors are strengths of the study,

which enhance its feasibility:

e Accessibility: Corporate and industry reports that are publicly accessible
facilitate all-inclusive analysis.

e Cost-Effectiveness: There is no primary data collection that minimises the
financial and time constraints.

e Time Saving: It can be examined on the usual dissertation time.

Expected Findings

The paper will unveil that digital transformation is an important driver of operational
efficiency, leads to automation, data analytics, and cloud integration, and at the same
time, customer experience, such as personalisation, quicker service delivery, and an
uninterrupted omnichannel engagement. These results will show how the digital
strategy of John Lewis & Partners will enhance its competitiveness in the changing UK

retail environment.

Anticipated Results:

It can be assumed that the research will prove the positive association between digital
transformation initiatives and the effects on the operational efficiency and the customer
experience at John Lewis & Partners. This is expected to cut up operational expenses
and simplify logistics through automation and cloud-based solutions, lift the level of
personalisation and the satisfaction rate through data analytics and tools of Al
(McKinsey and Company, 2024). Also, the omnichannel systems will probably
enhance the response times and service delivery at both online and physical shops,

increasing customer loyalty (Accenture, 2023).

Expected Contribution:

The thesis seeks to support both theoretical and practical knowledge on how digital
transformation projects can result in quantifiable operational productivity and customer
experience benefits within established retailing organisations like John Lewis &
Partners (JLP). Academically, the study will build upon existing research and connect
certain types of digital investments, including cloud migration, Al-based analytics and
store-fulfilment automation, to tangible operational indicators (e.g., productivity gains,

margin improvements) and customer-related outcomes (e.g., loyalty growth,
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satisfaction). In practice, the research will provide practical implications to JLP and
other retailers: elucidating which levers of the digital environment will yield the best
payoff, their effects on the store-online ecosystem, and change management
organization to maximize results. To JLP itself, the results will inform how its planned
transformation investment (comprising PS600million) will be governed (JLP Annual

Report 2024/25) and shape performance measurement frameworks.

Limitations

The main source of secondary data used in this research is the annual reports of John
Lewis and partners, market studies and other reliable publications in the media. In
turn, one of the limitations is the lack of primary data to further understand the
employee and customer insights regarding the results of the digital transformation.
The dependency on corporate and third-party data can also be biased, where
organisational reporting can highlight favourable indicators of performance and
minimise internal struggles/unsuccessful projects. Furthermore, since the study will be
limited to John Lewis and Partners only, the results cannot be entirely applied to other

organisations that have different business models and levels of digital maturity.

Timeframe

The following timeframe outlines the structured schedule for completing the
dissertation titled “Analysing the Role of Digital Transformation in Enhancing
Operational Efficiency and Customer Experience at John Lewis & Partners.” The total
duration of the project is approximately 12 weeks, beginning in November 2025 and
concluding in February 2026. Each phase has clear deliverables to ensure steady

progress from data collection to final submission.

Phase / Task Start End Duration Notes
Date Date (weeks)
Phase 1: Literature | 07 Nov | 28 Nov |3 Catalogue and assess
Review & Data | 2025 2025 secondary data resources
Collection including JLP annual
reports, scholarly journals
and business knowledge.
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Establish coding scheme of
thematic analysis.
Phase 2: Data|29 Nov |27 Dec|4 Carry out quantitative trend
Analysis & | 2025 2025 and qualitative thematic
Interpretation analysis of secondary data.
Draft preliminary findings.
Phase 3:128 Dec|10 Jan |2 Connect research results
Discussion & | 2025 2026 with literature and solve
Recommendations research problems, as well
as offer recommendations
that can be put into practice
with JLP.
Phase 4: Draft|11 Jan |24 Jan|?2 Send draft to supervisor,
Review & | 2026 2026 include reviews and improve
Feedback structure and referencing.
Integration
Phase 5: Editing, (25 Jan |02 Feb |1 Details Finish dissertation
Proofreading & | 2026 2026 layout, format and
Final Submission references, and proofread.
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Gantt Chart for Dissertation Project Timeline

Analyzing the Role of Digital Transformation in Enhancing Operational Efficiency
and Customer Experience at John Lewis & Partners

Week 1-2 Week 3-4  Week 5-6 Week 7-8 Week 9-10 Week 11-12

Literature Review & Framework
Development

Secondary Data Collection
(JLP Reports, Industry)

Data Analysis (Qualitative _

& Quantitative)

Drafting Findings & Discussion

Conclusion, Recommendations
& Refinements

Supervisor Feedback & Revisions
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Introduction

Proposed Title:
"Analysing the Role of Digital Transformation in Enhancing Operational Efficiency and

Customer Experience at John Lewis & Partners."

Background and Rationale:

John Lewis Partners has been experiencing a significant digital transformation to
modernise its retail business and enhance its customer experience across its
channels. The latest corporate announcements demonstrate that the Partnership has
invested hundreds of millions of pounds in the form of self-funded investment in the
refurbishment of the stores, modernisation of the supply chains and increased
technological investments in order to support the single omnichannel customer
experience (John Lewis Partnership, 2024; John Lewis Partnership, 2025). The
investments are based on strategic technology collaborations (such as a multi-year
deal with Google Cloud), and shifts towards embracing composable commerce and
automation in distribution, which are combined with an attempt to achieve faster
fulfilment, personalised online experience and better resilience on inventory (John
Lewis Partnership, 2023; commercetools, 2023). Initial outcomes indicated by the
retailer and news coverage indicate that such changes are already paying off (cost-
efficiency and warehouse throughput) and are already playing a role in a financial
turnaround following losses in the recent past (John Lewis Partnership, 2024; The
Times, 2024).

Studies can help explain the relationship between investments in cloud platforms,
composable commerce, robotics and data analytics and operational KPIs (lead time,
fulfilment cost, labour productivity) and customer outcomes (omnichannel conversion,
satisfaction and loyalty). The article discusses the utilization of brand and website
authority, the retention of clientele, and the creation of novel digital offerings. It talks
about the use of the brand and site authority, its ability to retain its customers, and the
development of new digital products (John Lewis Partnership, 2024; John Lewis
Partnership, 2023; Deloitte Digital, 2020; The Times, 2024).
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Research Aim:
To analyse how the efforts of digital transformation at John Lewis & Partners contribute

to the operational efficiency and the customer experience by adopting technology,

automating processes, and integrating the omnichannel using data.

Research Objectives:
The major research objectives of this study are to:
a) Trace the major digital transformation initiatives that John Lewis and Partners
has followed in its retail business, logistics and customer service processes.
b) Measuring the effect of these digital technologies, including automation, cloud
computing and data analytics, on operational efficiency indicators, including
productivity, cost reduction and process optimisation.
c) Analyse the impact of digital transformation on customer experience,
particularly, in terms of personalisation, quality of service, and satisfaction with

the omnichannel.

Research Questions
1. What is the digital transformation initiative in place at John Lewis and Partners
in the main operating and customer facing functions?
2. How effective has digital transformation made the operational efficiency in
terms of logistics, inventory, and service delivery?
3. What are the effects of the adoption of digital technologies on the customer

experience, satisfaction, and loyalty via online and in-store platforms?

Problems statement
John Lewis and Partners still has to struggle with the inability to fully leverage

operational efficiency benefits and provide the seamless customer experience in its
omnichannel environments despite the substantial investment in digital
transformation. The gaps in integration between the old systems, the high cost of
implementation, and the changing expectations of consumers impede the ability to

realise measurable results (John Lewis Partnership, 2024; PwC, 2023).
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Conclusion:

The following dissertation proposal establishes a systematic framework to discuss the
extent to which digital transformation efforts promote operational effectiveness and
customer satisfaction at John Lewis and partners. With modern trends that put a data-
driven decision-making process and smoother omnichannel services as crucial factors
of retail achievement, the study seeks to relate technological investments, e.g., Al,
automation, and cloud integration, to quantifiable performance and service results.
Using a secondary data case study method, the study will present theoretical and
practical knowledge about how the digital transformation promotes sustainable
competitiveness and operational agility. Finally, this research will prove beneficial to
the scholars and practitioners in the retail sector who want to better leverage digital
strategies to enhance efficiency, innovation and customer interaction in a dynamic

retail environment in the UK.
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