Task 3 – Source Evaluation Template 
Student Details
Name and student ID: Marina Gerard 2536735
Topic chosen: Importance of customer service for business success
Title of source: Customer Service for Dummies
Author(s): Karen Leland and Keith Bailey
Year published: 2006 (3rd Edition; first published 1995)

How did you find this source?
(e.g. Google Scholar, library database, Google)
By Google

Why did you choose this source?
(Think about relevance, credibility, usefulness) 
Fully explains how strong customer service underpins business growth and profit, directly matching my topic. Written by experienced industry consultants with proven expertise in service strategy. Written in plain, easy language; covers core concepts clearly and includes practical examples suitable for all business types


Is it relevant to the topic? 
Yes – it focuses on service quality and long-term business success, including how to build loyalty and a competitive business.

Is this a useful article? 
Yes – it is ideal for understanding key ideas simply, with step-by-step guidance.

Is this an academic source?
No, it is a practical professional guide.


When was it published? Is it recent enough? Why?
 Published 2006. 
 It comes out 2006, so it’s not the newest book. But the main idea is like listening to what customer say, sorting out the problems and earning people trust. it also has some advice on helping people over email or online.it might not cover the newest stuff ,but still perfectly fine and useful when I starting to learn about this subject.


Author Credibility

Who is the author? What are their qualifications or expertise?

· KEREN LELAND AND KEITH BAILEY started Sterling Consulting Group in 1986. This company works all over the world giving advice and training on how to give good customer service.
· They helped big companies like Oracle IBM Avis and Microsoft.
· They got many years of experience of helping businesses get better at service.
· They written lots of books has sold more then 200000 copies all around the world. Co-authored multiple titles including Customer Service For Dummies (1996, 2001, 2006 editions), Online Customer Service For Dummies, Customer Service In An Instant; their combined works have sold well over 200,000 copies globally (the flagship Customer Service For Dummies alone sold ~175,000 copies).
· They got 30+ experience.


Reliability
Is the source reliable? Why?
(Consider journal, publisher, peer review, citations)
Yes – it is highly reliable for practical business guidance:

 Book author biography: Official public birth dates and exact birthplaces for both Karen Tiber Leland and Keith Bailey are not published anywhere online or in their official biographies. They keep this personal information private.
What we can confirm about their timeline:
· They founded Sterling Consulting Group in 1986, so they were both born before 1960.
· Their first major book Customer Service for Dummies came out in 1995, and they had already been consulting professionally for over 10 years by then.
· Based on their career milestones, they are estimated to have been born in the late 1940s to mid‑1950s, and are still alive and active today.

· LocoLobo Events / Crazy Wolf Entertainment – founding date, global reach, client list and publishing record.
· ExpertFile – Karen Leland’s official biography.
· Speakers.com – Karen Leland’s speaking and publishing background.
 Publisher listings: Customer Service For Dummies (Wiley) and Online Customer Service For Dummies – confirm co-authorship and firm details.

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?

