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How did you find this source?
I found this source by searching online for academic research about Tesco, customer service, customer satisfaction and service quality. I used Google and academic search to find a source that was directly associated with my chosen business.
Why did you choose this source?
I selected this source because customer service is a crucial aspect of the supermarket business. A customer's judgment of a supermarket is not based solely on the product and price. They also evaluate it according to the service they get, such as the interaction with the employees, the speed of problem solving and the ease of shopping.
The source is beneficial because it is specifically about Tesco; it looks at the relationship between the service quality and customer satisfaction. This enables me to relate academic work with a real business.
The article highlights the study on the service quality dimensions of Tesco hypermarket in Malaysia with regards the customers' satisfaction with the service quality. This is obviously related to my topic, which is the significance of customer service for the success of the business.
The research is also beneficial, since customer fulfillment can have an effect on whether or not customers return to a business. Other academic studies have discovered a positive link between Customer Satisfaction, Customer Retention, Spending and Business Level Financial Performance. In 2023, a meta-analysis of 245 articles and 535 correlations yielded positive correlations between customer satisfaction and various outcomes for customers and firms.

Is it relevant to the topic? 
I believe it is highly relevant since it examines Tesco customers and their satisfaction with service quality. It helps me understand why customer service can be important for Tesco. When customers receive good service, they might have a better experience, which can help to boost customer satisfaction and lead to customer loyalty. 
Useful article - yes or no? 
Yes. It is good because it gives research evidence on Tesco, not just opinions or common knowledge from websites. It's really useful for my presentation as I can use the research to explain how customer service and service quality can impact on customer satisfaction.

Is this an academic source?
Yes. The source is a research article in International Journal of Applied Business and International Management. It has named academic authors and provides a research-based investigation of Tesco customer satisfaction and service quality. 
When was it published? Is it too recent?:
 It is not the latest research so this is something I will need to keep in mind when assessing this article. I think it is still relevant with this assignment as the topic of the research is still relevant today for the main topic which is service quality and customer satisfaction and it is still relevant to supermarkets like Tesco; but, I feel it would be great if it was reviewed again. Also, in the case of the broader impact of customer satisfaction, I would include more recent academic literature. For instance, Mittal et al. conducted an extensive meta-analysis in 2023, analysing 245 articles and over a million observations. Their results indicated positive relationships between customer satisfaction and a number of customer outcomes including customer retention, word of mouth, spending and some firm-level outcomes. That means that while the study was conducted with Tesco, it is a relevant topic and more recent studies to support the findings can be found.

Author Credibility
Author Credibility The authors are Padmalini Singh, Ranjith PV, Nuramalin Fathihah, Daisy Mui Hung Kee, Nuralina, Nurdiyanah and Nursyahirah. The article includes the university/institutional affiliations of the authors such as RV Institute of Management, CMS Business School, JAIN University and Universiti Sains Malaysia. The authors are qualified to undertake a study on service quality and customer satisfaction because of their academic and business-management backgrounds. Another reason why they are credible is because the article is an academic research article, and not a personal blog, newspaper article or general website.

Reliability
I think that the source is reliable as it is an academic research article and uses research to study customer satisfaction with Tesco's service quality. The researchers didn't just assume what Tesco customers want. However, they examined the customer satisfaction and service-quality dimensions by means of research. 
The source is also reliable as it has identifiable authors, institutional affiliations and has been published in a journal. But there's one caveat. The study has been conducted on Tesco Hypermarket in Malaysia. Thus, it is important to note that the findings cannot be generalized as a fact of all Tesco customers, especially those in the United Kingdom. This is significant as expectations vary between countries and types of Tesco stores. Generally, I think that the source is reliable and useful for my assignment, however, I should acknowledge its geographical limitation.



