Task 3 – Source Evaluation Template 
Student Details
Name and student ID: Radu Leon - 2541234
Topic chosen: The importance of customer service for business success
Title of source: Service quality, customer satisfaction and loyalty: A test of mediation
Author(s): Albert Caruana
Year published: 2002

How did you find this source?
I found this source using Google Scholar. I searched using keywords such as customer service, service quality, and business success, as well as customer satisfaction. Google Scholar helped me identify a peer-reviewed academic journal article that was directly related to my research topic.
Why did you choose this source?
I chose this source because it explains a lot about the relationship between service quality and customer satisfaction and loyalty. It also provides very solid evidence that very high quality customer service contributes to the long-term success of businesses by improving customer relationships and increasing customer retention.
I chose this source because it is highly relevant because customer satisfaction is important and one of the main outcomes of effective customer service.
All companies that provide more professional customer service have a much higher chance of retaining customers and building a more positive relationship with them than other companies that do not provide quality service.
The article is also very useful because it is based on all kinds of empirical research, more than opinions. The author has collected and analysed real data at the same time, which makes it reliable and applicable to companies.
Yes, this source is academic, because it was published in a peer-reviewed academic journal and follows a formal methodology and research.
When was it published? Is it recent enough? Why?
This article was published in 2002 and although it is not very recent, it is considered relevant because it is considered one of the seminal studies in service and customer satisfaction research.
Thus, many more recent academic studies continue to refer to this article, showing that its findings remain very valuable even today, being very important.
Author Credibility
The author, Albert Caruana, is a renowned academic researcher specializing in marketing, but also service quality, customer satisfaction and consumer behavior. He has published many articles in marketing research. His expertise makes the results of this study credible and trustworthy.
Reliability
Is the source reliable? Why?
This source is highly reliable because it was published in the Journal of Marketing Management, a peer-reviewed and respected academic journal.
This research follows a very clear scientific methodology, including data collection and statistical analysis. It has also been cited by many other academic researchers, demonstrating that it has made a significant contribution to the marketing and customer service literature.
In general, the source is reliable because it is published in a peer-reviewed journal, has an experienced academic author, and also research is evidence-based.




5-Minute Presentation Structure
Good morning everyone
Today I will have an academic source related to my topic and that being "The Importance of Customer Service for Business Success."
The article I selected is "Service quality, customer satisfaction and loyalty: A mediation test", written by Albert Caruana and published in 2002, so this article examines the way in which service quality influences both loyalty and also customer satisfaction. Both quality and satisfaction are essential factors for the long-term success of businesses, making it extremely important.
This article was found on Google Scholar, keywords such as customer service but also service quality, customer satisfaction as well as business success. Thus, I selected this article because it appeared in a respected academic journal and thus directly matched my research topic.
This source is credible primarily due to the author named Albert Caruana who is a researcher with experience in marketing but also with extensive experience in customer behavior. Also, this article was published in the Journal of Marketing Management which is a peer-reviewed academic journal.
And although this article was published in 2002, it remains very relevant because it is widely cited by researchers even today.
The most difficult part of the tasks was to assess the credibility of the source instead of just continuing. Thus I had to investigate the author's background, the magazine's reputation and the research was still relevant despite the fact that it was published over 20 years ago.
From this task I learned that not all sources found online are even reliable. Academic sources should be evaluated based on the author's expertise, the quality of the publication, but also the research methodology and credibility.
I learned how to use my Google Scholar to find peer-reviewed academic articles that thus provide a series of reliable evidence for academic assignments.
