Source Evaluation Template

Student Details
Name: Abel Meles Kiros,
Student ID: 2535525
· Topic chosen: The importance of customer service for business success.

Title of source: Strategic customer service: managing the customer experience to increase positive word of mouth, build loyalty, and maximize profits
Author(s): John A. Goodman.
Year published: 2019
How did you find this source?
I found this source through the university library database, while searching for books The importance of customer service for business success.

Why did you choose this source?
(Think about relevance, credibility, usefulness)      
I personally chose this source because it is directly related to customer service and customer experience management. It provides practical strategies, real business examples, and research findings that help explain how organisations can improve customer loyalty, satisfaction, and profitability.
Is it relevant to the topic? 
Yes of course, it’s highly relevant because it focuses on customer loyalty, customer service strategy, customer experience, and customer feedback, which are key topics in customer experience management.
Is this a useful article? 
Although this is a book rather than a journal article, it is very useful. It combines the research with practical case studies from well-known companies such as GE, 3M, and Chick-fil-A, making it valuable for understanding real world customer service practices. 


Is this an academic source?
Yes, it is. It is considered an academic and professional source because it is written by experts, includes evidence-based research, references previous studies, and is available through the university library for academic use.

When was it published? Is it recent enough? Why?

The book was published in 2019. It is recent enough because it discusses modern customer service practices, including digital communication, social media, online customer support, and customer experience management, which are still highly relevant today.
Author Credibility
The authors are John A. Goodman and Scott M. Broetzmann. John A. Goodman is a recognised expert in customer experience and customer service research with decades of consulting experience. Scott M. Broetzmann is also an experienced customer experience consultant and researcher. Both authors have worked with leading international organisations and have extensive expertise in improving customer satisfaction and loyalty.
Who is the author? What are their qualifications or expertise?

Reliability
Is the source reliable? Why?
(Consider journal, publisher, peer review, citations)
Yes, this source is reliable. It is published by HarperCollins Leadership, which is a reputable publisher. The book is based on many years of research and includes real-world examples and case studies from well-known companies such as 3M, GE, and Chick-fil-A. Although it is not a peer-reviewed journal article, it is an academic book written by recognised experts and is available through the university library, making it a trustworthy source for academic work.





