Task 3 – Source Evaluation Template 

Student Details
Name: Ali Raza
Student ID: 2545442
Topic chosen: The Importance of Customer Service for Business Success
Title of source: An Empirical Study of Employee Loyalty, Service Quality and Firm Performance in the Service Industry
Author(s): Rachel W. Y. Yee, Andy C. L. Yeung and T. C. Edwin Cheng
Year published: 2010
How did you find this source?

I found this source by searching for academic information about customer service, service quality, customer satisfaction, and business performance. I used Google and academic search results to locate a suitable research article. I chose this article because it directly relates to my topic and offers research evidence about how service quality can affect customers and business performance.

Why did you choose this source?
I picked this source as it is closely linked to my topic. Customer service is a key part of service quality, and good service can shape how customers view a business. The research describes the link between service quality, customer satisfaction, customer loyalty, and business profitability. This source is helpful because it does not just present opinions. It is based on research carried out with 210 high-contact service shops in Hong Kong. The researchers used statistical analysis to study the relationships between service quality, customer satisfaction, customer loyalty, and firm profitability. 

Is it relevant to the topic? 
Yes, the source is relevant to my topic. My topic is about the importance of customer service for business success. The article explains that better service quality can improve customer satisfaction and customer loyalty, which can help lead to better business performance.

Is this a useful article? 
Yes, it is useful because it gives evidence connecting service quality with customer satisfaction, customer loyalty, and profitability. This helps me see why businesses should focus on providing good customer service.

Is this an academic source?
Yes. It is an academic research article published in the International Journal of Production Economics. The Hong Kong Polytechnic University research record identifies it as a peer-reviewed academic research publication.


When was it published? Is it recent enough? Why?
 The article was published in March 201. Although it is not a recent article, I think it is still useful because it looks at an important relationship between service quality, customer satisfaction, customer loyalty, and business performance. These basic business ideas are still relevant today. However, customer expectations and technology have changed since 201. For this reason, I would ideally use this article together with a more recent source if I were doing a larger research project

Author Credibility
Who is the author? What are their qualifications or expertise?
The authors are Rachel W. Y. Yee, Andy C. L. Yeung and T. C. Edwin Cheng. They are researchers connected with the Hong Kong Polytechnic University. Their research focuses on areas such as service quality, customer satisfaction, customer loyalty, employee loyalty, and business performance. The study was published as academic research and has received many academic citations. (PolyU Scholars Hub) Because the authors have research experience in business and service-related areas, they are suitable authors for this topic. 

Reliability
Is the source reliable? Why?
I consider this source reliable because it is a peer-reviewed academic research article published by Elsevier in the International Journal of Production Economics. The researchers collected data from 210 high-contact service shops and used statistical methods to analyze the results. (ScienceDirect) The article also has a large number of academic citations, which shows that other researchers have used or discussed the research. However, the study was conducted in Hong Kong and in high-contact service businesses, so its findings should not automatically be applied to every type of business or every country.
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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?

