Task 3 – Source Evaluation Template 
Student Details
Name and student ID: Dmytro Lomtiev 2545250
Topic chosen: The Importance of Customer Service for Business Success
Title of source: The growing importance of customer-centric support services for improving customer experience
Author(s): Jagdish N. Sheth, Varsha Jain, Anupama Ambika
Year published: 2023
How did you find this source?
(e.g. Google Scholar, library database, google)
I found this source using Google Scholar, searching with the keywords "customer service" and "business success". The article appeared among the top results because it is highly cited and was published in a well-known, high-ranking marketing journal, which suggested it would be a strong academic source for my presentation.

Why did you choose this source?
(Think about relevance, credibility, usefulness)
I chose this source because it directly connects customer service with measurable business outcomes such as customer loyalty, satisfaction and repeat purchases. It is written by established researchers and published in a peer-reviewed journal, which gives it strong academic credibility. It is also practically useful, as it is based on real interviews with 46 industry practitioners and two focus-group studies, offering evidence-based insight rather than just opinion.
Is it relevant to the topic? 
Yes. The article argues that customer support should move from being seen as a cost centre to being treated as a strategic driver of business success, which is exactly the focus of my topic.
Is this a useful article? 
Yes. It provides a clear framework showing how customer support contributes value at every stage of the customer journey (information sharing, decision-making support, relationship building, and cross-/up-selling), which gives concrete points I can use in my presentation.
Is this an academic source?
Yes. It is a peer-reviewed empirical research article published in the Journal of Business Research (Elsevier), with a clear methodology, literature review and reference list.


When was it published? Is it recent enough? Why?
The article was published in 2023, so it is only a few years old. This makes it recent and relevant, as it reflects current, post-pandemic customer expectations and the shift toward multichannel and digital customer support, rather than outdated service models.

Author Credibility
Who is the author? What are their qualifications or expertise?
The lead author, Jagdish N. Sheth, is a highly respected and widely cited marketing scholar based at Emory University's Goizueta Business School, known for developing influential marketing theories. Co-authors Varsha Jain and Anupama Ambika are academics specialising in marketing, customer experience and customer engagement, with several related publications in top journals such as the Journal of Business Research and Journal of Service Management. Together, the author team has strong, relevant expertise in this exact subject area.


Reliability
Is the source reliable? Why?
(Consider journal, publisher, peer review, citations)
Yes, the source is reliable. It was published in the Journal of Business Research, a well-established, peer-reviewed journal by Elsevier, meaning the research was reviewed by independent experts before publication. The study also uses a transparent, structured methodology (the theories-in-use approach with practitioner interviews and focus groups), and the article has already been cited by numerous later academic works, which further confirms its credibility and influence in the field.




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?

