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Student Details
Name / student ID
Awylson Da Cruz/ ID: 2542300
1. Topic chosen:
Importance of customer service for business success
2. Title of source:
Services Marketing: Integrating Customer Focus across the Firm
3. Author(s):
Valarie A. Zeithaml, Mary Jo Bitner and Dwayne D. Gremler
4. Year published:
The book has different editions. The 7th edition was published in 2017.
5. How did you find this source?
I used Google Scholar to find information about why customer service is important for a business. I searched for customer satisfaction, service quality, customer loyalty, and how customer service can help a business. I found that these topics are connected to services marketing. Then, I looked for books about services marketing and found Services Marketing: Integrating Customer Focus across the Firm by Valarie A. Zeithaml, Mary Jo Bitner and Dwayne D. Gremler

6. Why did you choose this source?
(Think about relevance, credibility, usefulness)
I chose this book because it is related to my research topic, which is why good customer service is important for a business. The book talks about customer satisfaction, service quality, and customer loyalty and customer relationships. These things are important for a successful business.
[bookmark: _GoBack]I chose this source because it is an academic book written by marketing researchers. It was published by McGraw Hill Education, which is a popular publisher. The book gives information and research about customer service and how it can help a business. I think it is a good and reliable source to use in my university assignment.

a) Is it relevant to the topic?
Yes, this source is relevant to my topic because it explains how customer service can affect a       business. It talks about customer satisfaction, customer loyalty and service quality. These things can help customers come back, recommend the business to other people and help the business be successful in the future.
b) Is this a useful article?
Yes, this is useful article for my research. It gives information about customer service and business success. It helps me understand why happy customers are important for a business, and I can use this information in my assignment.
c) Is this an academic source?
Yes, it is an academic source. It is a book about marketing and customer service. It is written by experts in marketing. I can use this book for my university work.
7. When was it published? Is it recent enough? Why?
The 7th edition was published in 2017. Yes, it is recent enough. It gives useful information about customer service and how it can help a business.
a) Author Credibility
The authors have good knowledge of marketing and customer service. They are marketing researchers with experience in services marketing. This makes them suitable authors for my research topic.
8. Who is the author? What are their qualifications or expertise?
. Valarie Zeithaml is a marketing expert. She knows a lot about marketing and customer service. She has worked at a university and has written many articles about marketing.
. Mary Jo Bitner is also a marketing expert. She has knowledge and experience in marketing and customer service. She has worked at a university and has written about services marketing.
. Dwayne D. Gremler is a marketing expert. He has knowledge and experience in services marketing and customer service. He has worked at a university and has written about marketing and customer relationships.
a) Reliability
This is a good and reliable source. It is written by marketing experts. The book gives   good information about customer service. I can use it for my university work.


c) Is the source reliable? Why?
(Consider journal, publisher, peer review, citations)
Yes, this source is reliable. It is an academic book written by marketing experts. It was published by McGraw Hill Education, which is a popular academic publisher. The book gives useful information about customer service and business. The information is based on research by the authors and other academic sources (Valarie A. Zeithaml, Mary Jo Bitner and Dwayne D. Gremler, 2017). The book also uses citations to show where the information comes from.
9. Explain how you found the source
I used Google Scholar to look for information about why customer service is important for a business. I searched for customer satisfaction, service quality and customer loyalty. I found that these topics are part of services marketing. Then, I looked for a book about services marketing and found Services Marketing, Integrating Customer Focus across the Firm by Valarie A. Zeithaml, Mary Jo Bitner and Dwayne D. Gremler.
.
10. Evaluate credibility (author, date, reliability) to do so, you will need to respond to the above questions.
The authors know a lot about marketing. The book was published in 2017. I think it is a good source because it is written by experts and gives useful information about customer service.
11. Short reflection – What did you find difficult about this task?
For me, it was difficult to find a good source. It was also difficult to understand some of the information. This task helped me learn how to find and use a good source.
12. What did you learn from this task?
I learned how to find a good source on Google Scholar. I also learned how to check if a source is reliable. This task helped me understand more about customer service.
13. Minute Presentation Structure, including Introduce topic and source.
Hello everyone.
My name is Awylson da Cruz
Today, I want to talk about customer service and why it is important for a business.
The topic of my research is the Importance of Customer Service for Business Success.
The source I chose is a book called Services Marketing: Integrating Customer Focus across the Firm, white the authors are Valarie A. Zeithaml, Mary Jo Bitner, and Dwayne D. Gremler and I used the 7th edition, published in 2017.
I found this book using Google Scholar. First, I searched for information about customer service and business success. I searched for words like customer satisfaction, service quality, and customer loyalty.
I chose this book because it is connected to my topic. The book talks about customers, customer service, and business success. It explains that good customer service can make customers happy and satisfied. When customers are happy, they may come back to the business again.
They may also tell their friends and family about the business. This can help the business get more customers. Another important idea is customer loyalty. Customer loyalty means that customers like the business and want to come back.
For example, if I go to a shop and the employees are friendly and helpful, I may want to go there again. I may also tell other people that the shop has good service. This is good for the business.
The book also talks about service quality. Good service means helping customers, listening to them, being polite, and solving their problems. When customers have a good experience, they are more likely to be happy with the business. I think this source is also reliable. It is an academic book. The authors are experts in marketing and customer service.
The book was published by McGraw Hill Education, which is a popular academic publisher. The book also uses research and other academic sources. This makes the information more trustworthy.
The book was published in 2017. It is not a new book, but I think it is still useful for my topic. The main ideas about customer service and customer satisfaction are still important today. In my opinion, good customer service is very important for every business.
A business can have a very good product, but if the customer receives bad service, they may not come back. But if the customer receives good service, they can become a loyal customer.
They can also recommend the business to other people. So, good customer service can help a business keep customers, get new customers, and grow. To finish, I chose this book because it is relevant, useful, and reliable.
It helped me understand why customer service is important for business success.
Thank you for listening.


        14. Just example where I start my  source.
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