Task 3 – Source Evaluation Template 
Student Details
Name: OSEI YAW BONSU
 student ID: 2455392
Topic chosen: Important of customer service for business success
Title of source:  Managing the customer experience to increase positive word of mouth, build loyalty, and maximize profit
Author(s): 
John A. Goodman, Scott M. Broetzmann. 
Year published: 
How did you find this source?
sources provided by the UWTSD library website

Why did you choose this source?
Because both authors are customer service development research and the quality of the data. Additionally, the source provides information of how businesses can improve when customer service is managed well
Is it relevant to the topic? Yes
Because the information provided how customers service satisfaction can increase the profit margin and to keep customers. 


Is this a useful article? Yes
Because the data has academic qualities. Also, it is evidence base document. The data has 30years of research on many companies. Moreover, the information shows how business can be successful when customers are satisfies
Is this an academic source? Yes
Because it’s a research-based data collection document with 30years research on many companies.
Also the data provided all citation and the sources can be traced
 






When was it published:
The book was published in 
2019 by HarperCollins Leadership
The has been  review but the date was not on the data




 Is it recent enough: yes 
Because the book has information which is relevant in recent customer service satisfaction building in business. Example:” Learn to actively reach out, prevent problems, and resolve issues in ways that boost loyalty”. Transform customer service into a strategic function.


Author Credibility
Who is the author? What are their qualifications or expertise?
The authors of the book are 
 Scott M. Broetzmann is President of Customer Care Management and Consultancy
And

John A. Goodman is Co-founder TARP Worldwide
Both authors are experts in customer service management

Reliability
Is the source reliable? Why?
I am convinced that the source is reliable
Because Both authors are experts in customer service management and have evidence work to prove their area of expert
Such as research 3M, GE companies
Additions the number of years spend on the research.it has 30 years on researches and has come with evidence base positive result
b-The book has academic qualities. I mean it’s a research base book

 



