Task 3 – Source Evaluation Template 
Student Details
Name and student ID: Didina-Vali Ene 2543746
Topic chosen: Importance of customer service for business success

Title of source: Effects of service quality and customer satisfaction on loyalty of bank customers

Author(s): Achmad Supriyanto, Bambang Budi Wiyono and Burhanuddin Burhanuddin
Year published: 2021
How did you find this source?
Google Scholar
Why did you choose this source?
I chose this source because it is relevant to my topic about the importance of customer service for business success. It is useful because it explains how service quality and customer satisfaction can influence customer loyalty. It is also an academic source, which makes it suitable for my assessment

When was it published? Is it recent enough? Why?
The article was published in 2021. It is recent enough because it provides relevant and up-to-date information about service quality, customer satisfaction and customer loyalty. These are still important factors for business success today.
Author Credibility
Who is the author? What are their qualifications or expertise?
The article was written by Achmad Supriyanto, Bambang Budi Wiyono and Burhanuddin Burhanuddin. The authors are academics with expertise in management and education. Their academic background makes them suitable to conduct research and analyse the relationship between service quality, customer satisfaction and loyalty.
Reliability
Is the source reliable? Why?
(Consider journal, publisher, peer review, citations)
Yes, the source is reliable because it was published in Cogent Business & Management, an academic peer-reviewed journal. The article was reviewed by experts before publication and it includes references to other academic studies. This makes the information trustworthy and suitable for academic research.
5-Minute Presentation Structure
1. Introduce topic and source My topic is the importance of customer service for business success. The academic source I selected is an article called “Effects of service quality and customer satisfaction on loyalty of bank customers” by Supriyanto, Wiyono and Burhanuddin, published in 2021.
2. Explain how you found the source I found this source by searching on Google Scholar. I used keywords such as “customer service”, “service quality” and “customer satisfaction”. I chose this article because it was relevant to my topic and it was published in an academic journal.
3. Evaluate credibility (author, date, reliability)  - . The source is credible because it was written by academic authors and published in 2021 in Cogent Business & Management, an academic journal. The article is reliable because it is based on research and provides references to other academic sources. It is also relevant to my topic because it discusses service quality, customer satisfaction and customer loyalty.
4. Short reflection – What did you find difficult about this task?I found it difficult to choose a reliable academic source because there was a lot of information online. I also found it challenging to check if the source was credible and relevant to my topic. However, this task helped me understand how to evaluate academic information more carefully.
5. What did you learn from this task?I learned how to find reliable academic sources and how to check if the information is credible. I also learned how to evaluate a source before using it in academic work.
[bookmark: _heading=h.6zmh8igoa91b]Further Reflection
Completing this task helped me understand that academic research involves more than simply finding information online. At the beginning, I thought that finding an article related to my topic would be enough. However, I learned that I also need to consider who wrote the information, when it was published, where it was published and whether there is evidence to support it. This has made me more careful when selecting information for university assignments.
One of the main challenges for me was deciding whether a source was suitable for academic work. There are many results available through Google and Google Scholar, and initially it was difficult to understand which sources were trustworthy. By completing the source evaluation, I learned to look at the authors, publication date, academic journal and references. I now understand why these details are important when evaluating the credibility and reliability of a source.
The task also improved my confidence in using Google Scholar. Before completing this activity, I was not very confident about searching for academic information. I learned that using specific keywords, such as “customer service”, “service quality” and “customer satisfaction”, can make the search more focused and help me find information that is directly connected to my topic.
I also learned more about the relationship between customer service and business success. The article helped me understand that service quality can influence customer satisfaction and customer loyalty. This is important because satisfied and loyal customers can contribute to the long-term success of a business.
In future assignments, I will use what I have learned from this task by checking sources carefully before including them in my work. I will use academic databases and Google Scholar rather than relying only on general internet searches. I will also check the author, publication date, journal and references. I believe these steps will help me become more confident and independent when completing academic research and improve the quality of my future university work.

