Task 3 – Source Evaluation Template 
Student Details
Name and student ID: KEVIN PRIMUS – 2545171
Title of source:  The role of customer engagement facets on the formation of attitude, loyalty and price perception.
Topic chosen: Topic 2: Importance of customer service for business success.
Author(s): Maxi Bergel; Phillip Frank; Christian Brock
Year published: 2019
How did you find this source?
(e.g. Google Scholar, library database, google)
I found this source through the university library  accessed via moodle and used the full topic title for the initial search. This produced a large number of papers and articles which I reviewed, but found that many of the search results were not relevant to my topic. So I refined my searches by using certain keywords that were related to my chosen topic and title. Such as, “customer service” and “business success.”  This returned a number of results which appeared to be possible considerations.  But after reviewing them, I found some to be outdated, lacked references or were not published in credible academic journals, so they were rejected.  I continued refining my search by using the term “journal”.  A number of results came back which I compared several for usefulness, relevance, reliability and credibility. Following my investigation, one article in particular, stood out to me. That article was by Bergel, Frank and Brock.  So I examined the article further by firstly checking the subject matter,  journal, publication date, authors, their academic qualifications and affiliations and other reliability indicators which supports my judgement that the article is a credible and reliable source for this assignment. And therefore, I decided to choose this article for this task.

Why did you choose this source?
(Think about relevance, credibility, usefulness)
Is it relevant to the topic?
One of the main reasons I chose this source, was because of the relevance it had with the title of my chosen topic. “The importance of customer service for business success”.  In the article, the authors explain “that fostering customer engagement can help improve performance in service organisations.”  This statement is what stood out to me than anything within the article, as it provided a clear and distinct connection between customer relationships, customer loyalty, and business performance, which I feel is closely linked and related to my chosen topic. 

Is this a useful article? 
I would consider this article a useful source because I feel the subject matter is directly related to my chosen topic. It is also supported by research based evidence and practical implications (not simply opinion) concerning customer engagement and the effect that it has on business performance. Two studies were conducted by the authors. An experimental scenario study and a survey at a national forest park centre, the results of which were used to investigate the relationship between customer engagement, affective attitudes,  loyalty, and perceptions.

Is this an academic source?
This is a genuine, credible, academic source as it is a research article published in the Journal of Services Marketing, Volume 33, Issue 7, pages 890-903, by Maxi Bergel, Phillip Frank and Christian Brock. November 2019.
DOI:10.1108/JSM-01-2019-0024

When was it published? Is it recent enough? Why?
The article was published in 2019 In the Journal of Services Marketing, by Emerald Publishers. The article is not the most recent research available.  If I were conducting a more in-depth, current investigative assignment, I would use more recent research to accompany and support this source. However. For the purpose of this assessment, I would consider it to be viable and recent enough to be used, particularly when you take into account the main topic areas discussed and examined in the article. Such as. Customer engagement, Customer attitudes, Customer loyalty, which I feel are all relevant to my chosen topic of Customer service and its relation to Business success and are supported by research-based findings. 


Author Credibility
Who is the author? What are their qualifications or expertise? 
All three authors are academics who work and are connected to the University of Rostock Marketing Research dept.
Their qualifications and expertise are as follows:

Maxi Bergel is a research assistant at the University of Rostock. She holds a Dr. Rer. Pol., Doctorate qualification awarded by the same University.  
Her Research & Expertise include; Consumer behaviour, complaint behaviour, customer engagement, tourism and services marketing.

Phillip Frank works at the Institute for Marketing & Services Research, University of Rostock. 
He holds a Dr. Rer. Pol., Doctorate qualification obtained by the University of Rostock. 
His Research & Expertise include Consumer behaviour, marketing, Consumer purchasing behaviour.

Christian Brock Prof. Dr. Is a Professor and Chair Holder of Marketing at the University of Rostock and holds a Doctorate.
His Research & Expertise include Ethical consumer behaviour, complaint management, customer satisfaction, loyalty and digital marketing.


Reliability
Is the source reliable? Why?
(Consider journal, publisher, peer review, citations)
I would consider the source reliable as it’s a credible academic research article published in the Journal of Services Marketing. The authors academic qualifications give credence to their professional standing and their expertise closely match the subject matter in the article. Its also supported by two research based studies.
It has a DOI “DOI:10.1108/JSM-01-2019-0024”  A persistent identifier for the article.  It also has a complete publication history, so the article would have went through a formal submission, revision and acceptance process from 22 January 2019 through to publication in November 2019.
The article has been double-anonymously peer reviewed as part of the formal publication process before approval for publication.
There is an extensive list of academic references that support the research in this article, demonstrating the authors engagement with existing research related to their work.
On Google Scholar, I observed  that the article had 157 citations when I checked in August 2026, evidencing that the article has been cited and used by subsequent  academic researchers.
Therefore. Taking into account, all the reliability indicators stated above. I would say that this is a reliable and credible source.





5-Minute Presentation Structure
1. Introduce topic and source 
2. Explain how you found the source
3. Evaluate credibility (author, date, reliability)  - To do so, you will need to respond to the above questions. 
4. Short reflection – What did you find difficult about this task? 
5. What did you learn from this task?

