Task 3 – Source Evaluation Template 

Student Details
Name and student ID: Ruby Ali - 2536726
Topic chosen: Importance of customer service for business success
Title of source: Strategic customer service: managing the customer experience to increase positive word of mouth, build loyalty, and maximize profits
Author: John A. Goodman
Year published: 2009
How did you find this source? 
I searched the university online library database by copying the title of the topic I have chosen.

Why did you choose this source?
I chose this specific book because it directly talks about customer service and the theory behind how is works for business success. It talks about the strategy used in customer service and how it drives profits for a business. It also talks about how a company builds trust and how this can generate free marketing for the business.
Even though the article was published in 2009, the basic principles of customer satisfaction and principles have not changed. The basic strategies the author has highlighted are just as important and relevant today as they were when he wrote the book.
The book is an academic source and is published by a credible publisher and is used widely across academia.

(Think about relevance, credibility, usefulness)
Is it relevant to the topic? 
Is this a useful article? 
Is this an academic source?
When was it published? Is it recent enough? Why?
The article was published in 2009, the core principles of customer satisfaction and principles have not changed. The rules of customer loyalty and service of quality has not changed, therefore the author’s strategies are applicable today. 


Author Credibility
Who is the author? What are their qualifications or expertise?
John Goodman is an expert in this field and he co-founded TARP, which is a leading customer research firm and has spent decades consulting for many global companies.

Reliability
Is the source reliable? Why?
In terms of reliability, the book is published by a reputable publisher AMACON. This is a highly reputable professional publisher. Furthermore, the data and research is backed by a lot of research and is data driven by the publisher. Also, the research in this book has been used and cited by other businesses and other academics, making it a highly useful resource.

(Consider journal, publisher, peer review, citations)



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?

