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How did you find this source?

I found this source using Google and Google Scholar. I searched for information about customer service, customer satisfaction and business success. I chose this article because it was closely related to my topic and it was published in an academic journal.

Why did you choose this source?

I chose this source because it is relevant to the importance of customer service and customer satisfaction. The article looks at how service quality and customer satisfaction can affect customer loyalty. This is useful for my topic because loyal customers are important for a business and can contribute to its long-term success.

Is it relevant to the topic? 
Yes. The article directly discusses service quality, customer satisfaction and customer loyalty.
Is this a useful article? 
Yes. It provides research findings and explains the relationship between service quality, customer satisfaction and customer loyalty.
Is this an academic source?
Yes. It is a research article published in the International Journal of Bank Marketing. The journal is published by Emerald Publishing.

When was it published? Is it recent enough? Why?
The article was published in 2020. I think it is recent enough for this topic because customer service, customer satisfaction and customer loyalty are still important issues for businesses today. The article also provides research evidence rather than only general opinions.


Author Credibility
The authors have relevant academic backgrounds. Pınar Özkan is an Assistant Professor of Marketing at Dokuz Eylül University and has a PhD. Seda Süer has an academic background in business and tourism management. İstem Köymen Keser has expertise in econometrics and statistics, while İpek Deveci Kocakoç is a Professor with a PhD in Econometrics and has research interests in quantitative data analysis and performance measurement.
Reliability
I consider the source reliable because it is a research article published in the International Journal of Bank Marketing by Emerald Publishing. The article went through a research and review process before publication. It also uses a survey and structural equation modelling to investigate the relationships between the variables. The article includes references to previous research, which also supports its reliability.

One limitation is that the research was carried out in the Turkish banking industry and in Izmir. The authors also explain that more research is needed to generalise the findings to other situations. Therefore, the source is useful, but its findings should not automatically be applied to every type of business.

