	
	
	



AS 3
Name and student ID:  
Olesia Ursuliak ID 2540825
Topic chosen: 
The importance of customer service for business success
Title of source: 
Service Quality, Customer Satisfaction And Customer Loyalty:A Comprehensive Literature Review

Author: Professor Dr. Vikas Singh1*, Dr. M P Sharma2, Dr. K. Jayapriya3, Bonda Kiran
Kumar4, Mr. A. Raj Naveen Chander5, Dr. B. R. Kumar6

Year published: 2023

How did you find this source?
Google Scholar 
Why did you choose this source?
I chose this source because it is relevant to my topic about service quality and customer loyalty. It is useful because it explains how good service can make customers more satisfied and loyal. I also think it is credible because it is based on research from many other studies. This source helps me understand the main factors that affect customer satisfaction and loyalty.


Is it relevant to the topic? 
Yes, this source is relevant to the topic because it focuses on service quality, customer satisfaction, and customer loyalty. It explains how good service can make customers more satisfied and loyal. It gives useful information that can help to understand the topic better.


Is this a useful article? 
Yes, this is a useful article because it explains the connection between service quality, customer satisfaction, and customer loyalty. It gives clear information based on previous research. It helps me understand why good service is important for keeping customers.


Is this an academic source?
Yes, this is an academic source because it was written by researchers and is based on previous academic studies. It was published in an academic journal. It is useful for research because it provides information and references from other studies.





When was it published? Is it recent enough? Why?
The article was published in June 2023. It is recent enough because it was published only a few years ago. The topic of customer satisfaction and service quality is still relevant today. Therefore, I think this is a useful and up-to-date source for my research.



Author Credibility
Who is the author? What are their qualifications or expertise?
The article has six authors: Vikas Singh, M. P. Sharma, K. Jayapriya, Kiran Kumar Bonda, A. Raj Naveen Chander, and B. R. Kumar. They are professors and assistant professors from different universities and colleges in India. Their areas include hospitality, tourism, business and management. This makes them qualified to write about service quality and customer loyalty.
The main author is Professor Dr. Vikas Singh. He is a Professor and Program Chair at Galgotias University. He has a PhD and works in hospitality and tourism management. His experience makes him qualified to write about service quality and customer loyalty.



Reliability
Is the source reliable? Why?
The source is reasonably reliable because it was published in an academic journal and has a DOI. The article is based on a review of 19 previous studies and includes many references. The authors are university professors and researchers. 




	
	
	




Task 3  –   Source  Eval uation Template    St u dent   Details   Name   and s tudent ID:     Topic chosen:    Title of source:    Author(s):    Year published:    How did you find this source?   (e.g. Google Scholar, library database,   googl e )     Why did you choose this source?   (Think about relevance, credibility, use f ulness)     When was it published? Is it recent enough? Why?     Author Credibility   Who is the author? What are their qualifications or expertise?     Reliability   Is the source reliable? Why?   (Consider journal, publisher, peer review, citations)     5 - Minute Presentation Structure   1.   Introduce topic and source    2.   Explain how you found it    3.   Evaluate credibility (author, date, reliability)    -   present questions  asked above   4.   Short reflection  –   What  did you find  difficult about th is task?    5.   What did you learn from it?    

