Task 3 – Source Evaluation 

Student Details
Name and student ID: Imran Butt, 2537216
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 margins and profits
Author(s): John A. Goodman, Scott M. Broetzmann
Year published: 2019

Goodman, J. A., & Broetzmann, S. M. (2019). Strategic customer service: managing the customer experience to increase positive word of mouth, build loyalty, and maximize margins and profits. HarperCollins Leadership.

How did you find this source?
I found this resource through the library database as part of the recommended reading list for my course.

Why did you choose this source?
I chose this book due to its relevance to my chosen topic. As a taxi driver myself it is a crucial part of the job to offer good customer service as you are part of someone else’s day and will get a rating from your customers based on your level of service. It is important to learn about how you can provide the best customer service to optimise any business model in the future. It has been a good experience for me to read around this topic as I can apply it to my current employment and my aspirations for the future.

When was it published? Is it recent enough? Why?
This book was published in 2019.
You could consider that perhaps this means that there are some limitations to the research as we currently live in a climate that is so fast evolving with the introduction of AI and post-Covid 19 changes to society. 
However, after reading this source is believe that the core concepts underpinned in Goodmans research are timeless. When dealing with customers, whether in-person or digitally, it is vital to provide good customer service as this is what maintains customer loyalty and breeds word of mouth. 
Another aspect of this book that makes it so relevant to todays fast moving world is its mention of social media use and digital customer interactions which again makes it more applicable to today’s businesses. In doing my reading and research I have found that a lot of businesses now use social media and influencers to drive their marketing campaigns as part of the customer service they offer them.

Author Credibility
I would rate this as a credible source as it cites various conducted research and studies that use real world evidence and the author (John Goodman) himself is an expert in customer experience. He spent decades studying customer service and customer satisfaction. He also founded the Technical Assistance Research Programs (TARP) in the 1970s, and this organisation has conducted research for major corporations and government agencies. 
This resource is useful because it provides actionable techniques that you can apply in real world situations and allows you as the reader to understand that providing good customer service is a driver for long-term success.

Reliability
Is the source reliable? Why?
There are various reasons why this source can be deemed reliable. However, the main point is that it is written by a recognised expert (John A. Goodman). The book is supported by evidence-based research in customer data; it uses case studies and financial analysis. It is also published by HarperCollins Leadership which is a respected business publisher that is known for its academic business books. 


