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Academic Skills 3 Assessment – Source Evaluation
Student Details
Name and student ID: Akeem Adebola Oshingbade - 2545059
Topic chosen: Importance of customer service for business success
Title of source: Customer satisfaction, loyalty behaviours, and firm financial performance: What 40 years of research tells us.
Author(s): Mittal, V., Han, K., Frennea, C., Blut, M., Shaik, M., Bosukonda, N., & Sridhar, S. (2023).
Year published: Mittal et al. was published in 2023 by peer-reviewed journal Marketing Letters.

How did you find this source?
I found this source on Google Scholar.
Why did you choose this source?
I chose this source because of the following reasons;
· Relevance - This source is highly relevant to the topic “Importance of Customer Service for Business Success” because it examines the relationship between customer satisfaction, customer loyalty, and firm financial performance and concludes that customer satisfaction is positively associated with customer retention, word-of-mouth recommendations, customer spending, and overall business performance. These findings directly support the argument that providing excellent customer service contributes to business success.
· Usefulness - This source is very useful because it demonstrates how customer satisfaction influences important business outcomes such as customer loyalty, retention, spending behaviour, and financial performance, making it particularly useful for discussing business success. It does this by providing strong empirical evidence as well as a large evidence base that makes its conclusions reliable and suitable for supporting academic arguments about the impact of customer service on organisational performance. It synthesizes findings from 245 previous studies and 535 correlations, representing a combined sample of more than 1.1 million observations.
· Academic Background - The article was published in Marketing Letters, a recognised peer-reviewed academic journal. Being peer reviewed, it demonstrates that the research was evaluated by experts in the field before publication to ensure its quality, validity, and contribution to academic knowledge. This makes it an appropriate source for researching the importance of customer service for business success because it is directly relevant to the topic, provides strong research-based evidence, and is published in a peer-reviewed academic journal, making it both credible and academically reliable.

Publishing details
It was published online on 3 March 2023 in the peer-reviewed journal Marketing Letters. 
This makes the article only a few years old meaning it falls well within the range generally considered current for business and management research. The acceptable recommended standard is to use sources published within the last 5 to 10 years where possible, especially in rapidly evolving fields such as marketing, customer service, and business strategy making it relevant and recent enough for this purpose.
Mittal et al. (2023) is recent enough for this research because;
· It reflects current business practices and customer expectations thereby capturing modern business realities more accurately than older research.
· It synthesises 40 years of research through it by analysing evidence from 245 studies and over 1.1 million observations, providing both historical perspective and up-to-date conclusions.
· It remains highly relevant to current academic discussions. The article investigates how customer satisfaction affects retention, loyalty, spending behaviour, and firm financial performance, all of which are key indicators of business success today.
Author Credibility
The article was written by the following authors;
Vikas Mittal
Kyuhong Han
Carly Frennea
Markus Blut
Muzeeb Shaik
Narendra Bosukonda
Shrihari Sridhar

They are affiliated with well-known business schools and organizations, demonstrating expertise in marketing, customer satisfaction, and business performance research. Their names and affiliations are:
Vikas Mittal – Jones Graduate School of Business, Rice University (USA).
Kyuhong Han – Korea University Business School, Korea University (South Korea).
Carly Frennea – Consumer Insights & Analytics, Nike Inc. (USA), bringing industry expertise in customer and market analytics.
Markus Blut – Durham University Business School (UK).
Muzeeb Shaik – Kelley School of Business, Indiana University (USA).
Narendra Bosukonda – Mays Business School, Texas A&M University (USA).
Shrihari Sridhar – Mays Business School, Texas A&M University (USA).

Reliability
The source is reliable because it was published in the peer-reviewed journal Marketing Letters and is based on a meta-analysis of 245 studies involving over 1.1 million observations. 
Additionally, the authors are affiliated with reputable universities and business schools, and the article uses empirical research methods to investigate the relationship between customer satisfaction, loyalty, and firm financial performance.
Conclusion
In conclusion, the source by Mittal et al. (2023) was selected because it is highly relevant to the topic of the importance of customer service for business success. The article provides strong evidence that customer satisfaction contributes positively to customer loyalty, retention, spending behaviour, and overall firm financial performance.
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