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What is the source about?
The article highlights the relationship between the quality of customer service and the behaviour of the customer. This brings out the idea that good customer service results in loyalty and recommendations among others, while poor customer service may result in complaints and loss of the customer to a competing firm.
Why did you choose this source?
I have chosen this source as it's highly relevant for the selected topic. This will help to understand the significance of good customer service in customer retention and business success.
What information did you learn from the source?
From this, I learned that customer service can have an impact on customers in making their decisions in the future. Positive customer service fosters a trusting, loyal relationship, while negative customer service can harm a business's reputation and its customers.
Do you think the source is reliable? Explain your answer.
The reliability of the article is high since it was written by seasoned marketers and published in an academic journal called "Journal of Marketing". Results presented in this article are based on actual research conducted with various companies and not just an author’s point of view. Although this article was written in 1996, its information is relevant to this day.
How does the source relate to your own experience?
This article applies to my experience as a customer service representative since I have witnessed firsthand how useful answers and clear communication help in building trust between the customer and the company.
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