Task 3 – Source Evaluation Template 
Student Details
Name and student ID: 2531689
Topic chosen: Costumers Service  

Title of source: Understanding the user satisfaction and loyalty of customer service chatbots
Author(s): Chin-Lung Hsu and Judy Chuan-Chuan Lin
Year published: 2023
How did you find this source?
This resource was found via searching for academic sources of information about customer service and customer satisfaction. Using Google Scholar and other academic journal databases, I have found a reliable source related to the selected topic of customer service. I have chosen this article as it concentrates on customer service chatbots and their impact on the customer satisfaction and customer loyalty.

It is an article published in the Journal of Retailing and Consumer Services, which is an academic journal published by Elsevier. It can be found under the volume 71 and article number 103211. DOI of the article is 10.1016/j.jretconser.2022.103211. (ScienceDirect)

Academic source was needed for this topic as customer service is a very wide topic and information from any random website could not be taken into account as reliable. With the help of academic research I will be able to provide evidence for my claims.

Why did you choose this source?

This resource was chosen for the research because customer service has greatly evolved with the development of digital technologies, used by the firms to interact with the customers. For instance, artificial intelligence chatbots can answer questions, provide information and help customers without the necessity of having a person to answer on all requests.

In this article, the quality of customer service performed by chatbots is investigated and its impact on the customer satisfaction and loyalty is considered. The authors state that artificial intelligence chatbots are becoming an important technology for interaction with the customers since they can potentially increase the efficiency of customer service and decrease the expenses. (ScienceDirect)

I consider this to be an important aspect because the expectations of customers are also evolving. They demand to get immediate answers and assistance, regardless of the time of day. Chatbots can provide customer service 24/7, which can be quite beneficial for companies dealing with many customers' queries.

Moreover, I have chosen this source because it does not only address the question of usefulness of chatbots. It considers various aspects of the quality of chatbot service.
Is this a useful article?
Yes, I find this article to be useful due to the fact that the article is based on some scientific research and not merely the author's assumptions and thoughts. The research collected survey data from 219 users and used their perceptions about the customer service chatbot. (ScienceDirect)

It is useful for studying what factors might determine success of a chatbot in terms of being a good customer service tool. The article makes us realize that the presence of chatbot is not enough for providing a high-quality customer service. In addition to that, the quality of service is important since the customers should receive relevant answers and have positive experience when communicating with the chatbot.

This article may be useful for companies too since the research may help companies to understand the criteria which are important for evaluating digital customer service by clients. If the chatbot is hard to use or is unable to provide relevant answers, it creates negative customer experience. If the chatbot is able to provide efficient services and communicate effectively, the customer will be satisfied.
Is this an academic source?
Yes, this is an academic source. This is an article from the Journal of Retailing and Consumer Services. The article is listed in academic databases of researches such as Scopus and Web of Science. (ouci.dntb.gov.ua)

This source has identified authors, date of publication, a journal, volume of the journal and DOI. These are key features of an academic source. Additionally, the researches have described the methods of research and analyzed data received from users.

In the source, there is an introduction, methodology of research, analysis of data, results and discussion. This shows that it is not an ordinary internet article or a corporate blog.

Therefore, this source is good for university-level academic work due to research-based evidence and publishing in the academic journal.
When was it published? Is it recent enough? Why?
The article appeared in 2023 in the Journal of Retailing and Consumer Services, volume 71. (ScienceDirect)

This source is considered timely enough for my paper due to the fast development of customer service technologies. The use of AI chatbots remains relevant to customer service, and research conducted in 2023 can be seen as relatively fresh data concerning the issue of customer interaction with such technology.

While there may be some newer sources available, the article is still relevant since the major focus of the source is directly related to the issues of present-day customer service technologies. Furthermore, it offers empirical data instead of being focused exclusively on future technologies.

The article is especially relevant because it considers customer satisfaction and loyalty which have always been one of the primary aims of business.

Author Credibility
The authors of the article are Chin-Lung Hsu and Judy Chuan-Chuan Lin. In addition to the names of the authors, the article also mentions their affiliations to National Taipei University of Business and Soochow University. (Studocu)
Who is the author? What are their qualifications or expertise?

Reliability
Is the source reliable? Why?
Yes, the source is reliable. The source was published in Journal of Retailing and Consumer Services, a well-known academic publication issued by Elsevier. This is a research paper and it has a DOI number. So it is very easy to identify and locate. (ScienceDirect)
Moreover, the source has already been cited in other academic papers. According to citation databases, the paper has been cited in later research published in various journals, including other works related to chatbots and customer service. (ideas.repec.org)
The reliability of the source is also due to the empirical nature of its content. In this study, the authors have gathered data through surveys of 219 customers and studied their views on customer service chatbots. (ScienceDirect)




