Task 3 – Source Evaluation Template 
Student Details
Name and student ID: Daniel-Stefan Fieraru/2534905
Topic chosen: The importance of customer service for business success.
Title of source: The growing importance of customer-centric support services for improving customer experience.
Author(s): Sheth, J.N., Jain, V. and Ambika, A. 
Year published: 2023
How did you find this source?
Google Scholar
Why did you choose this source?
(Think about relevance, credibility, usefulness)
Is it relevant to the topic? Yes
Is this a useful article? Yes
Is this an academic source? Yes
When was it published? Is it recent enough? Why?
Published on: 2023
Recent Enough: Yes
Why: It is published within the last 5 years and is quiet recent.
Author Credibility
Who is the author? What are their qualifications or expertise?
The research is published by three authors.
Author 1: Jagdish N. Sheth, Professor of Marketing at the Goizueta Business, School of Emory University, USA.
Author 2: Varsha Jain, Professor of Marketing, Co-chairperson, Doctoral Program and Research, MICA, India.
Author 3: Anupama Ambika, Lecturer – Marketing, Institute of Management Technology, Dubai, UAE. 
Reliability
Is the source reliable? Why?
Yes the source is reliable and it is published as a Journal of Business Research.  
5-Minute Presentation Structure
1. Introduce topic and source 
[image: ]
2. Explain how you found the source
[image: ]
3. Evaluate credibility (author, date, reliability)  - To do so, you will need to respond to the above questions. 
[image: ]
4. Short reflection – What did you find difficult about this task? 
[image: ]
5. What did you learn from this task?
[image: ]
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Topic chosen: The importance of customer
service for business success.

Source: Sheth, J.N., Jain, V. and Ambika, A,
2023. The growing importance of customer-
centric support services for improving
customer experience. Journal of  Business

Research, 164, p.113943.
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                                                    INTRODUCTION AND SOURCE    • Topic chosen : The importance of customer service for business success . • Source : Sheth, J . N . , Jain, V . and Ambika, A . , 2023 . The growing importance of customer - centric support services for improving customer experience . Journal of Business Research , 164 , p . 113943 .
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CV Misischia, E Poecze, C Strauss - Procedia Computer Science, 2022 - Elsevier
chatbots in the customer service context, pointing out to what extent they have an influence
on service quality. In ... perspective is seen as one of the keys to a company’s success [7,14]. .
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while using the company's ... Customer Support: The responsiveness of customer support ...
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Customer relationship management and its impact on entrepreneurial
marketing: A literature review
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each relationship through an emphasis on customer service. ... In the entrepreneurial business
environment, there is ... based on customer centered focus and business success. To achieve ...
Yr Save 99 Cite Citedby 299 Related articles All 8 versions

V Jain, ika - Journal of Business Research, 2023 - Elsevier

... customer support service across customer experience journeys (CEJs). Hence, adopting the
tenets of customer journey and customer .. while exploring the customer perspectives through
¢ Save 9 Cite Citedby 142 Related articles All 4 versions
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                                            HOW THE SOURCE WAS FOUND • Source was found on Google Scholar . • I typed in the Topic . • Filtered the date, to show articles published on or after 2022 . • Selected the source, which appeared most suitable .    
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Analysis
Published in 2023. Recent and up to date
research.
Focuses on business, management, and
marketing topics. Suitable for academic
studies.
Published by Elsevier. Peer-reviewed and
indexed in Scopus and SSCI.
Research is reviewed by experts and
supported by evidence and references.
To inform, educate, and advance knowledg
in business research. No commercial
purpose.

Credibility
Evaluation

The research is published by three Authors.

Author 1: Jagdish N. Sheth, Professor of
Marketing at the Goizueta Business, School
of Emory University, USA.

Author 2: Varsha Jain, Professor of
Marketing, Co-chairperson, Doctoral
Program and Research, MICA, India.

Author 3: Anupama Ambika, Lecturer —
Marketing,  Institute of  Management
Technology, Dubai, UAE.

Reliability: Yes, the source is reliable, and it is
published as a Journal of Business Research.

Date: Published in 2023
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                                                                   Credibility Evaluation       • The research is published by three Authors . • Author 1 : Jagdish N . Sheth, Professor of Marketing at the Goizueta Business, School of Emory University, USA . • Author 2 : Varsha Jain, Professor of Marketing, Co - chairperson, Doctoral Program and Research, MICA, India . • Author 3 : Anupama Ambika, Lecturer – Marketing, Institute of Management Technology, Dubai, UAE . • Reliability : Yes, the source is reliable, and it is published as a Journal of Business Research . • Date : Published in 2023
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Introduction

In today's multi-touchpoint, omnichannel, and hypercompetitive markets, customer support
service is a vital touchpoint for business success (Sheth et al., 2020). Customer support and
service functions contribute to the overall customer experience and sustainable competitive
differentiation (Albrecht et al., 2021, Bueno et al., 2019). A recent Salesforce Research (2021)
indicates that approximately 90% of customers are likely to return and contribute word-of-mouth
recommendations after pleasant experiences with the support services. For instance, Mayo Clinic,
a US-based medical centre, is known to place patient care and well-being at the forefront. The
clinic integrates people, processes, and systems to provide a superior support experience. As a
result, the customers (patients) form the biggest marketing group for Mayo Clinic (Berry &
Seltman, 2007).

REFLECTION

* Finding this source was a bit

difficult.

®* There were no  direct
sources, which matched with
the chosen topic.

°* I had to go through the
abstracts, and evaluate them
tirst, before choosing an
appropriate source.
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                                                                   REFLECTION       • Finding this source was a bit difficult . • There were no direct sources, which matched with the chosen topic . • I had to go through the abstracts, and evaluate them first, before choosing an appropriate source .
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LESSONS

LEARNT

It 1s important to always evaluate a source

using the CRAAP Test
Goimng  through the  Abstract before

incorporating a source as a reference, helps
ensure maimntenance of the source credibility.

The source selected was published 1 a
reputed journal.

I also learnt, that it 1s not necessary for all
topics to have directly related sources.

Gomg through the content of the chosen
source, 1s thus an important practice.
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                                                    LESSONS LEARNT    • It is important to always evaluate a source using the CRAAP Test . • Going through the Abstract before incorporating a source as a reference, helps ensure maintenance of the source credibility . • The source selected was published in a reputed journal . • I also learnt, that it is not necessary for all topics to have directly related sources . • Going through the content of the chosen source, is thus an important practice .


