Task 3 – Source Evaluation 

Student Details
Name and student ID:  Adriana Elena Mihai   ID:2537571
Topic chosen: The Importance of Customer Service for Business Success
Title of source: Cost Effective Service Excellence
Author(s): Jochen Wirtz and Valarie A. Zeithaml
Year published: 2018

How did you find this source?
I found this source by using Google Scholar and searching for customer service business success. I chose this article because it matched my topic and was available as a full academic article.

Why did you choose this source?
(Think about relevance, credibility, usefulness)
Is it relevant to the topic? 
Is this a useful article? 
Is this an academic source?

I chose this source because it is directly related to my topic, which is the importance of customer service for business success. I found it on Google Scholar, so I knew it was an academic source. After reading the abstract and looking through the article, I found it easy to understand. It clearly explains how good customer service can help businesses keep customers, improve customer satisfaction and improve business performance, so it is very relevant to my topic. I also thought it would be useful for both this assignment and my presentation because it includes research and evidence to support its ideas.




When was it published? Is it recent enough? Why?
The source was published in 2018, which means it is still quite recent. Even though it is a few years old, the information is still relevant because good customer service is still an important part of running successful business.

Author Credibility
Who is the author? What are their qualifications or expertise?
The authors, Jochen Wirtz and Valarie A. Zeithaml, are experienced researchers who have written many books and journal articles about marketing and customer service. Their experience makes the information more trustworthy.

Reliability
Is the source reliable? Why?
(Consider journal, publisher, peer review, citations)
I believe the source is reliable because it is a peer reviewed academic journal article published in the Journal of the Academy of Marketing Science. This means it was reviewed by other experts before it was published. It also includes evidence from research rather than just opinions, which makes the information more trustworthy.

