Task 3 – Source Evaluation Template
Student Details
Name and student ID: Lavern Anderson (2542912)
Topic chosen: The Importance of Customer Service for Business Success
Title of source: The Growing Importance of Customer-centric Support Services for Improving Customer Experience
Author(s): Jagdish N. Sheth, Varsha Jain and Anupama Ambika
Year published: 2023
How did you find this source?
(e.g. Google Scholar, library database, google)
I found the source by searching on Google Scholar.

Why did you choose this source?
(Think about relevance, credibility, usefulness) 
I chose this source because it directly examines how customer-centric support services improve customer experience, which is a core part of customer service (Sheth, Jain and Ambika, 2023). This makes it highly relevant to understanding how customer service contributes to business success. The article provides evidence-based insights that help explain why businesses benefit from investing in strong customer service systems. It is also published in a reputable academic journal, increasing its credibility and usefulness for my assignment.
Is it relevant to the topic? 
Yes – The article focuses on customer-centric support services and how they improve customer experience, which directly supports the topic, The importance of customer service for business success (Sheth, Jain and Ambika, 2023). It explains how service quality influences customer satisfaction and long-term business outcomes.
Is this a useful article? 
Yes – It provides practical and research-based insights into how customer service affects customer behaviour, satisfaction and business performance. This makes it valuable for supporting arguments in the assessment (Sheth, Jain and Ambika, 2023).
Is this an academic source?
Yes – It is a peer-reviewed journal article published in the Journal of Business Research, a well-known academic journal in the business field (Sheth, Jain and Ambika, 2023).


When was it published? Is it recent enough? Why?
The article was published in 2023, which is recent and appropriate for this topic (Sheth, Jain and Ambika, 2023). Customer service practices evolve quickly due to digital technology, changing customer expectations and competitive pressures, so using a recent source ensures the information reflects modern business trends.

Author Credibility
Who is the author? What are their qualifications or expertise?
The authors of this article are researchers with expertise in business, marketing and customer experience (Sheth, Jain and Ambika, 2023). Their publication in the Journal of Business Research demonstrates that their research has been subject to academic review and contributes to scholarly research in the field. The authors' academic background and research experience increase the credibility of the information presented.
Reliability
Is the source reliable? Why?
(Consider journal, publisher, peer review, citations)
This source is highly reliable because: 
• It is published in the Journal of Business Research, a respected academic journal. 
• It is peer reviewed, meaning experts evaluated the research before publication. 
• It includes evidence-based analysis and references to other academic studies. 
• It is published by Elsevier, a major academic publisher. 
The article is based on academic research, making it suitable for supporting arguments about customer service and business performance (Sheth, Jain and Ambika, 2023).


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?

