Task 3 – Source Evaluation Template 
Student Details
Name and student ID: Natalia Ptukha ID 2540096 
Topic chosen: The importance of customer service for business success
Title of source: “Influence of perceived quality on customer satisfaction in different 
stages of services”
Author(s): Chunchang Xie and Ziqi Sun 
Year published: 2021 
          The research represents the development of the satisfaction model, collection of the data for the experiment and the survey and implementation of the multiple linear regression. The triangulation of experiment and survey allows implementation of the findings into practice, while the identification and analysis of the variables allows verification of the reasoning. The management oriented focus of the journal suits the research question. There are fourteen Cross reference citations to the source now that confirms its scholarly use but not correctness. Nevertheless, there are some limitations that reduce the reliability of the research. Firstly, the regression only represents the correlations but does not prove the causation. The satisfaction may be the result of expectations, price, brand image, culture or experience. Secondly, the service category and Chinese context make it impossible to apply the results; at the same time, aggregation of the categories makes it impossible to compare the sectors. Thus, the source can be used for making decisions on the particular stage of services but not for proving the universal relationship between satisfaction and profitability. Overall, the source is relevant, recent and methodologically transparent academic source that makes the comparative journey of customer insight its main contribution. The main limitation of the source is the indirect measurement of the business success.

       How did you find this source?
I want to point out that all the sources used in my work should be published after 2019. Moreover, my sources have been selected on the basis of their relevancy. The following aspects have been used in the selection of sources: authorship, academic knowledge, evidence, scholarly journal, methodology and DOI. Information about these criteria was obtained in Emerald Insight using DOI: 10.1108/nbri-01-2020-0004. MyBib provides citations based on DOI but it gives no information about the quality of the source. In my view, it is necessary to select this article instead of website as the authorship, evidence, editorial process and results of the article could be verified independently.

           Why did you choose this source?
     Issues related to the resource management are also discussed in this source. As managers can use the results of this article and direct their employees to the relevant stages, it is possible to say that customer satisfaction is an intermediate criterion, which is not linked to business success. Satisfied customers will become loyal clients and it means that the company will be successful. Nevertheless, there are no other criteria in this article except customer satisfaction such as revenue, profit or loyalty.
             Is it relevant to the topic? 
     The results provide the spheres which should be improved in order to increase the value of the company. However, the relevance is indirect as there are no performance figures about the company under investigation. The longitudinal data about the relation between satisfaction and retention and profitability are necessary in order to establish the causal connection.
            Is this a useful article? 
    The value of the article is high in case of customer journey analysis and lower in case of financial forecasting or generalizations.
      Is this an academic source?
The article includes the purpose of the research, the model, methodology, empirical testing, findings, citations, and references. Revision and acceptance history demonstrate the academic rigor of the article, which allows criticizing the research paper. Such features distinguish the research paper from web page content.

        When was it published? Is it recent enough? Why?
             However, the recent changes in the area of artificial intelligence application in the process of the service delivery, platform commerce, and new customer expectations in the post-COVID environment call for some technological facts. The recent publication makes the article relevant, but does not guarantee its credibility

               Author Credibility
       Ziqi Sun is an Assistant Researcher in marketing at the same university. This information guarantees the credentials and research field of the authors.
Who is the author? What are their qualifications or expertise?

             Reliability
The research represents the development of the satisfaction model, collection of the data for the experiment and the survey and implementation of the multiple linear regression. The triangulation of experiment and survey allows implementation of the findings into practice, while the identification and analysis of the variables allows verification of the reasoning. The management oriented focus of the journal suits the research question. There are fourteen Cross reference citations to the source now that confirms its scholarly use but not correctness. Nevertheless, there are some limitations that reduce the reliability of the research. Firstly, the regression only represents the correlations but does not prove the causation. The satisfaction may be the result of expectations, price, brand image, culture or experience. Secondly, the service category and Chinese context make it impossible to apply the results; at the same time, aggregation of the categories makes it impossible to compare the sectors. Thus, the source can be used for making decisions on the particular stage of services but not for proving the universal relationship between satisfaction and profitability. Overall, the source is relevant, recent and methodologically transparent academic source that makes the comparative journey of customer insight its main contribution. The main limitation of the source is the indirect measurement of the business success.




