	
	
	



Research Process Reflection (Gibbs' Reflective Cycle)
This reflection uses Gibbs' Reflective Cycle (1988) to evaluate my experience of completing the dissertation titled The Impact of Digital Service Quality Influences On Customer Satisfaction and   Technology Adoption: A Case Study of TOA Taxis, Birmingham. The model provides a structured approach to reflect on the research process by considering description, feelings, evaluation, analysis, conclusion and an action plan.
The research involved conducting a systematic literature review to investigate how digital service quality influences customer satisfaction and technology adoption. I developed research objectives, searched academic databases such as Google Scholar, ScienceDirect and Emerald Insight, screened relevant literature, and analysed the findings using thematic analysis. The dissertation required me to synthesise evidence from academic journals, government reports and industry publications to develop recommendations for TOA Taxis.
At the beginning of the project, I felt uncertain about selecting an appropriate topic and managing a systematic literature review. The large number of academic sources initially seemed overwhelming, and I found it challenging to identify the most relevant studies. However, as I became familiar with the research process and received guidance from my supervisor, my confidence increased. Completing each chapter gave me a sense of achievement and motivated me to continue.
Overall, the research process was a valuable learning experience. One of the main strengths was the development of my literature searching and critical analysis skills. I learned how to evaluate the credibility of different sources and compare contrasting viewpoints rather than simply describing previous studies. Using a structured methodology also improved the transparency and organisation of my research. However, time management was a challenge because balancing academic work with personal responsibilities sometimes delayed my progress. I also found it difficult to interpret conflicting findings within the literature and present them critically.
Reflecting on the experience, I recognise that research involves much more than collecting information. It requires critical thinking, careful planning, and continuous evaluation. The systematic literature review strengthened my ability to identify patterns across different studies and apply theoretical frameworks such as SERVQUAL and E-SERVQUAL to a real business context. Feedback from my supervisor was particularly valuable because it helped me improve the quality of my critical discussion and maintain a clear focus on the research objectives. This experience also enhanced my academic writing, referencing, and project management skills, which are essential for future professional practice.
In conclusion, completing this dissertation has increased my confidence as an independent researcher and improved my understanding of evidence-based decision-making. The project has demonstrated the importance of organisation, critical evaluation, and resilience when undertaking academic research.
For future research, I will begin planning earlier, create a detailed timetable, and seek feedback more regularly throughout the project. I will also continue developing my critical writing and database searching skills to improve the quality and efficiency of future academic work. Applying these lessons will support my professional development in leadership and management by enabling me to make informed decisions based on reliable evidence.
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