Task 3 – Source Evaluation Template 
Student Details
Name and student ID: 
Veronika Humeniuk / 2539391

Topic chosen: Importance of customer service for business success.

Title of source: Reinventing Customer Service: How T – Mobile achieved record levels of quality and productivity.

Author(s): Matthew Dixon

Year published: 2018

How did you find this source?
(e.g. Google Scholar, library database, google)
I chose this source because it is directly relevant to my topic. The article explains how customer service can affect customer satisfaction, customer loyalty, and business performance. The article uses T-Mobile as a real-world business example. It explains how T-Mobile changed its customer service model and achieved better results, including lower customer churn and reduced costs.

Why did you choose this source?
(Think about relevance, credibility, usefulness)
Is it relevant to the topic? 
Yes. The article is directly related to customer service and demonstrates how effective customer service can contribute to business success.

Is this a useful article? 
Yes. It is useful because it provides a real example of a large company and explains the results of improving its customer service. This makes the information practical and relevant to my topic.

Is this an academic source?
t is a credible business source published by Harvard Business Review. However, it is not a traditional peer-reviewed academic journal article. I would describe it as a professional business source rather than a peer-reviewed academic source.


When was it published? Is it recent enough? Why?
The article was published in the November–December 2018 issue of Harvard Business Review. Although the article is not very recent, I believe it is still relevant because the main ideas about customer service, customer satisfaction, and customer loyalty remain important for businesses today. It also provides a real business case involving T-Mobile, which makes the information useful for my topic

Author Credibility
Who is the author? What are their qualifications or expertise?
The author is Matthew Dixon. He is a founding partner of DCM Insights, a company that helps professional services firms improve business development. He is also a co-author https://worksmartanew.com/wp-content/uploads/2021/03/HBR_Reinventing-Customer-Service.p-df His professional experience in customer service, sales and business makes him a relevant and knowledgeable author for this topic.

Reliability
Is the source reliable? Why?
(Consider journal, publisher, peer review, citations)
 Yes, I consider this source reliable. The article was published by Harvard Business Review, a well-known and respected business publication. It also uses a real business case from T-Mobile and provides specific information about the company’s customer service changes and their results. In addition, the author has professional expertise in business and customer experience. However, the article is not a peer-reviewed academic journal article. Therefore, I would use it as a credible professional business source rather than as a peer-reviewed academic source



5-Minute Presentation Structure
1. Introduce topic and source 
2. Explain how you found the source
3. Evaluate credibility (author, date, reliability)  - To do so, you will need to respond to the above questions. 
4. Short reflection – What did you find difficult about this task? 
5. What did you learn from this task?

