Task 3 – Source Evaluation 

Student Details
Name and student ID: James Donnachie 2543012 
Topic chosen: The importance of customer service for business success.
Title of source: Mastering Customer Success : Discover Tactics to Decrease Churn and Expand Revenue
 Author(s): Jeff Mar and Peter Armaly
Year published: 2024

How did you find this source?
I searched the UWTSD Library for any books or articles regarding the importance of customer service and found that the title of this book stood out to me, so I decided to use it for this task.

Why did you choose this source?
After opening the table of contents page, I could see that the chapters would be more than relevant to my topic by covering all aspects of customer service for example optimizing growth, networking customers, leveraging data and also expansion so I believe it would hold some valuable information to take away and apply yourself.

When was it published? Is it recent enough? Why?
This article was published in 2024 which was 2 years ago so I believe that the information and data inside would be recent and relevant enough to be able to put into effect.  

Author Credibility
This article has 2 authors with a high amount of experience and knowledge in the customer service field ranging from sales, managers of companies all the way up to CEO.
The first author Jeff Mar spent his whole career expanding his skills to excel in customer service.  He has over seven years as a Customer Success Manager, 10+ years of experience in sales and program management and lives by his saying “provide more in value than you take in payment”
The second author Peter Armaly has more than 35 years spanning different areas including IT operations, application development, software sales and support roles.  He worked in a variation of leadership roles with different companies which gave him the opportunity to interact and network with a vast number of customers over the years enabling him to develop his strategies and knowledge of the field which he provides to us in this article using his insights and opinions.     
Reliability
I believe this source is reliable because it has authors with valid experience and proficiencies and helps to give people a foundation knowledge into the workings of Customer Service while explaining essential ways to increase growth by utilising strategies, understanding data, building relationships, networking and even how to deal with variations of issues that might arise as a Customer Service Manager.
Another reason I consider this to be reliable is because it has been reviewed by 2 women Gillian Taylor and Maria Jose Villanueva who are both seasoned Customer Success Leaders accumulating more than 30 years of expertise combined with Gillian developing expertise in digital health, market research and marketing while Maria excels in client relationship management, strategic account management, success planning, retention, expansion and satisfaction.
As for citations this article has 6 that are all related to customer satisfaction, business intelligence, data analysis and strategies which helps to further boost this articles research quality and value.
Overall, I conclude that this article is a valid and credible source due to the amount of experience, knowledge and backgrounds of the people who had a part in creating it.

