Task 3 – Source Evaluation
 
Student Details
Name and student ID: Diana Wilson - 2539425
Topic chosen: The importance of customer service for business success 
Title of source: Customer satisfaction, customer retention, and market share 
Author(s): Roland T Rust, Anthony J Zahorik 
Year published: 1993

The success of a business is highly influenced by its ability to meet customers needs and expectations by providing positive experiences. Effective customer service can improve customer satisfaction and retention which can improve overall performance by increasing market share and profitability (Rust & Zahorik 1993)

How did you find this source?
I found this source on google scholar by searching customer satisfaction
Why did you choose this source?
I chose this academic source because it provides evidence that high-quality customer service improves customer satisfaction and retention, helping businesses increase their market shares and achieve long term success. This source links customer satisfaction to better financial performance and business success which makes it a useful source. 
When was it published?
This source was published in 1993
Author Credibility
Who is the author? What are their qualifications or expertise?
The authors Roland T. Rust and Anthony J. Zahorik are experienced marketing scholars and thought leaders whose empirical research directly validates the financial value of happy customers. Their knowledge and research make them credible authors on how customer satisfaction and retention contribute to business success
Reliability
Is the source reliable?
This source is reliable due to the fact that it was published in the peer-reviewed journal of retailing, meaning it has been assessed for quality and credibility

Reflecting on this assessment, I found picking a source that’s reliable and credible difficult because there are many sources available online and it was challenging trying to determine which source was academically trustworthy. I learned that it is important to consider factors such as the authors expertise, publication date and whether the source has been peer-reviewed

