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1. How did you find this source?
I found this source by searching the UWTSD library database using the keywords “customer service,” “service quality,” and “business success.” I filtered the results to peer‑reviewed journals to ensure academic reliability. This article stood out because it directly examines how service quality influences customer satisfaction and future customer behaviour.
2. Why did you choose this source? 
I chose this source because it clearly explains how high‑quality customer service creates emotional satisfaction, which then leads to customer loyalty, repeat purchases, and positive word‑of‑mouth. These behaviours directly contribute to long‑term business success, so the article fits the topic very well.
3. What is the main idea of the source? 
The main idea of the article is that emotional satisfaction is a key outcome of good customer service, and this satisfaction strongly predicts whether customers will return, recommend the business, and stay loyal. The article shows that customer service is not just about solving problems; it is a major driver of business performance.
4. When was it published? Is it recent enough? 
The article was published in 2009. It is still recent enough because the concepts of service quality, customer satisfaction, and behavioural intentions are long‑standing and widely used in business research. The article is highly cited and remains relevant for understanding how customer service affects business outcomes.
5. Who is the author? What are their qualifications or expertise? 
The author, R. Ladhari, is a recognised academic researcher specialising in service quality, consumer behaviour, and customer satisfaction. They have published multiple peer‑reviewed articles in reputable business and marketing journals. Their expertise makes the source credible and trustworthy.
6. Is the source reliable? Why do you think so? 
This source is reliable because it is published in a peer‑reviewed academic journal (Managing Service Quality). It uses a clear research methodology, including surveys and statistical analysis. The journal is published by Emerald, a respected academic publisher. The article is also highly cited, showing that other researchers trust and use it. These factors make the information credible and suitable for academic work.
7. What did you find difficult about this task?
 I found it challenging to choose a source that was both relevant and easy to understand. Some articles were too technical or focused on industries I am not familiar with. It also took time to check whether each source was peer‑reviewed and reliable.
8.What did you learn from this task?
 I learned how to evaluate academic sources properly, including checking the author’s expertise, the publication date, and whether the journal is peer‑reviewed. I also learned how important customer service is for business success because it influences customer satisfaction, loyalty, and repeat purchases. This task helped me understand how to select sources that directly support my assignment topic.







Source: Ladhari, R. (2009). Service quality, emotional satisfaction, and behavioural intentions. Managing Service Quality, 19(3), 308–331.
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