Task 3 – Source Evaluation Template 

Student Details
Name and student ID: Renata-Doroti Kiss, Student Number: 2538619
Topic chosen: The importance of customer service for business success
Title of source: A store-level analysis of frontline employees as enhancers of store loyalty
Author(s): Theuns Kotzé, and Pierre Mostert
Year published: 2025

How did you find this source?
I found this source using Google Schoolar. I first searched for the “the importance of customer service for business success”. I then used more specific keywords including “frontline employees”, “customer satisfaction”, “customer service” and “store loyalty. I read the abstract and selected this article because it was recent and closely related to customer service in retail stores which very well relates to my current job role.

Why did you choose this source?
I chose this source because is relevant because it examines the role of frontline employees in providing good customer service. It also explains how the service environment can affect customer satisfaction and store loyalty. I found this interesting because I work at Lidl and regularly communicate with customers and help them during their shopping experience.
Is it relevant to the topic? 
Yes, the source is relevant because it examines customer service in a retail store environment. It shows that a positive customer service can improve customer satisfaction and that satisfied customers are more likely to remain loyal to the store. Customer satisfaction and loyalty are important for the long-term success of a business.
Is this a useful article? 
Yes, the article is useful because it helps explain why business should support and train employees who work directly with customers. It shows that working environment and the way customer service is managed can affect customer satisfaction and loyalty.
Is this an academic source?
Yes, it is an academic source. It was published in Service Business, an academic journal published by Springer Nature. The article includes a literature review, research questions, a clear research method, statistical analysis, results and academic references.

When was it published? Is it recent enough? Why?
The article was published in 2025. It is recent enough because customer expectation, retail practices and the way business manage customer services can change over time. A recent article provides information that is more closely connected to current retail businesses.

Author Credibility
Who is the author? What are their qualifications or expertise?
The authors are Theuns Kotzé and Pierre Mostert. They both work at the University of Pretoria. Thenus Kotzé is an Associate Professor in Business Management and has a PhD in Marketing Management. His research includes service climate and customer satisfaction. Pierre Mostert is a Professor of Marketing. Their academic background is relevant to customer service, marketing and customer loyalty.

Reliability
Is the source reliable? Why?
Yes, I consider the source reliable because it was published in an academic journal by Spinger Nature and was peer reviewed. The researchers collected information from 781 frontline employees, 70 store managers and 803 customers from 70 stores. The article clearly explains how the data was collected and analysed, and it uses references from previous academic research.
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