Task 3 – Source Evaluation Template 

Student Details
Name and student ID: Irene Matias 2543005
Topic chosen: The importance of customer service for business success
Title of source: 
Service Innovation and Management: Digitalization, Service Infusion and Customer Experience.
Author(s): Lars Witell 
Year published: 2025

How did you find this source?
(e.g. Google Scholar, library database, google)
I went to the library and tried to find a book with exercises about customers service and what to do to give good customers service/ attendance.

Why did you choose this source?
(Think about relevance, credibility, usefulness)
Is it relevant to the topic? 
Is this a useful article? 
Is this an academic source?
Is there one relevant book that can help in the future, in practice, if you have a business, you can read this book to understand clients and future problem situations. One book with good real-life examples/experiences, that talks more about service resources and marketing.
Example the book speak about:
"The service failure and recovery element challenges traditional notions of service failure. It broadens service strategy to include disruptions in ongoing customer experiences and offers strategies for managers to avoid and recover from such disruptions."  (Pages 1-13)


When was it published? Is it recent enough? Why?
This book is recent and was published by Springer in (2025)

Author Credibility
Who is the author? What are their qualifications or expertise?
Lars Witell is a professor and researcher. He is an academic expert in service innovation, service infusion, service digitalization, and customer experience. He has written many academic articles and is well known in his field.
 One of his most famous articles is “Defining Service Innovation: A Review and Synthesis” (2016).

Reliability
Is the source reliable? Why?
(Consider journal, publisher, peer review, citations)
This source is reliable because it is recently published (2025) by Spinger, an academic publisher, and edited by Lars Witell. This book includes real works examples and case studies from companies, which makes it useful for both academic and practical learning.
Service Innovation and Management : Digitalization, Service Infusion and Customer Experience. - University of Wales Trinity Saint David
Managing Service Toward Better Customer Experiences: Digitalization, Service Infusion, and Service Innovation | Springer Nature Link


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?

