Task 3 – Source Evaluation Template 
Student Details
Name and student ID:          Omar Abdelaziz (2539297)
Topic chosen:                     
The 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(s): 
John A. Goodman
Year published: 
First edition 2009 and second edition 2019

How did you find this source?
(e.g. Google Scholar, library database, google)
I found this source through UWTSD online Library. I searched by writing The name of my choice topic “The importance of customer service for business success” then I found many of articles talking about that topic then I read most of them, after that  I choice that book, because that book focuses on how customer service can achieve and improve the customer loyalty, and give positive word of mouth and business improvement.

Why did you choose this source?
(Think about relevance, credibility, usefulness)
Is it relevant to the topic? 
Yes, it is relevant to my topic because it explains how business can use customer service strategics for success and improve the customer experiences, increase customer loyalty and encourage positive word of mouth.



Is this a useful article?
Yes, it is useful, because it shows that customer service helps businesses to understand the needs of the customer so that will improve customer satisfaction which means build long term relationship with customers at the main time of businesses deal with customers complaints.
Is this an academic source?
Yes, the book is professionally academic because the Author has extensive experiences researcher, consultant and entrepreneur.
He is well known for his research into customer service complaints. customer satisfaction, Loyalty and word -of mouth.


When was it published? Is it recent enough? Why?
The book was published in 2019, which makes it more recent than the original edition published in 2009.
Although it is not the newest source available, the 2019 edition is still useful for my assignment because it provides established research and knowledge about customer service, customer experience and customer loyalty.

Author Credibility
Who is the author? What are their qualifications or expertise?
The author, John A Goodman.is an experienced customer service researcher and consultant, he has extensive experiences in customer services management and customer feedback, beside he worked with many major organisations, for example TRAP(Technical Assistance Research Programs). also, he worked with Coca-Cola USA. American Express, IBM, Apple and FedEx. 
John A Goodman qualification:
· B.S Chemical Engineering from Carnegie Melon University.
· M.B.A (Master of Business Administration) from Harvard Business School, awarded in 1971)


Reliability
Is the source reliable? Why?
(Consider journal, publisher, peer review, citations)
· I consider this source reliable because it was published by AMACOM, an established business and management publisher. The book is based on research, business examples and case studies.
· The source is also reliable because the author has extensive experience in customer service research and consulting.
· This book is not peer-reviewed academic, but I can support Goodman’s idea with recent academic sources to provide stronger evidence for Example (The impacts of service quality, customer satisfaction, and perceived price fairness on the behavioural loyalty of Hong Kong business and non-business air travellers towards airline companies,2023)
Submitted in partial fulfilment for the award of the degree of Doctor of Business Administration -University of Wales Trinity Saint David
Author Lai, Koon Wing William

· This academic article is useful because it provides research evidence rather than just opinions beside it found the relationships between services quality, customer services, loyalty and firm performance.

Overall, I consider Goodman’s 2019 book to be relevant and credible source to the topic because it connects customer service directly with customer experience, loyalty, positive word of mouth and business success.
Although the book is from 2019, but it is still useful because it gives important foundation for understanding strategics customer services.




