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How did you find this source?
The source has 2 editions one was in 2009, and the second one was in 2019 which is more reliable and recent for my research. I found this source by using UWTSD library website using the searching tool to find a book related to the topic I chose. The second edition I used google catalogues that confirms the publisher’s information. 
https://librarysearch.uwtsd.ac.uk/permalink/44WHELF_UWTSD/1vbe9ev/alma99100107839002421
Strategic Customer Service: Managing the Customer Experience to Increase ... - John Goodman - Google Books


Why did you choose this source?

I chose this source because it is directly relevant to the topic. It provides useful information and the book helped me to understand the topic in more detail. The information provided comes from an established and academic source which makes it more trustworthy.


When was it published? Is it recent enough? Why?
The first edition of the book was published in 2009, and the second edition was in 2019 which makes it recent. The 2019 edition is a useful academic source presenting the relevant information related to the topic such as customer experience, customer loyalty, customer feedback, complaint handling, employee empowerment and word of mouth. 

Author Credibility

Who is the author? What are their qualifications or expertise?
[bookmark: _Int_0bN6cOC4]Mr. Goodman earned an M.B.A. from the Harvard Graduate School of Business Administration in 1971. After graduating from Harvard. Mr. Goodman has conducted more than 1,000 individual customer service studies for a word of mouth and bottom-line impact of consumer education. His book, “Strategic Customer Service,” was published by the American Management Association in May of 2009 and the second edition was published in 2019.

Reliability
Is the source reliable? Why?
Yes, the Source is reliable because of its authors expertise. The source is also a research based which draws on more then 30 years of research and case studies. Evidence from major well-known companies such as American Express, Coca Cola and FedEx were used in the source which provides a wide range of examples. 
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