Task 3- Source Evaluation Assignment 
Student Name:MAZHAR ABBAS
Student ID:2542523
Topic Chosen: The importance of customer service for business success
Title of source: Managing Customer Service
Authors: Jenny Hayes & Frances Dredge
Year Published: 1998

How I found this source
I found this source through Google Scholar while searching for academic and professional texts related to customer service. I used keywords such as customer service management, customer satisfaction, and customer relations. Google Scholar provided a preview of this book, which allowed me to check its relevance and content before searching it as my source. 
Why I chose this source
I chose managing customer service because it provides a detailed and practical explanation of how customer service contributes to business success. The book covers essential topics such as communication skills, complaint handling, dealing with angry customers, and building strong customer relationships. These areas directly support my topic and help explain why customer service is important for long-term business growth. 
The book is useful because it offers real techniques and frameworks that businesses can apply. It also explains the role of customer service managers and how customer interactions affect loyalty and satisfaction. Even though it is not a journal article, it is still a credible professional text published by Gower Publishing, which specialises in business and management books.




Is it Relevant to the topic?
Yes, the book is highly relevant. It focuses on customer service practices, customer satisfaction, communication, complaint handling, and customer loyalty. All of which directly relate to business success. The first chapters even highlight the significance of customer service and defining good service, which matches my topic perfectly.

Is this a useful source?
Yes, it is very useful. It provides practical examples, communication techniques, and strategies for improving customer service. It also explains how customer service affects customer loyalty and repeat business, which supports my assignment topic.
When was it published? Is it recent enough? why?
The book was published in 1998. Although it is older, many of the core principles of customer service, such as communication, complaint handling, and building customer relationships, are still relevant today. Customer expectations have changed over time, but the foundational skills and concepts in this book remain useful for understanding the basics of customer service. Because my topic focuses on the importance of customer service (not digital trends or modern technology), this source is still appropriate.
Author Credibility
Jenny Hayes and Frances Dredge are experienced professionals in customer service management. Their book is published by Gower Publishing, a well-known business and management publisher. The authors provide practical techniques, frameworks, and real examples, showing that they have strong expertise in customer service operations and communication. Their background makes the source credible and trustworthy.
Reliability of the Source
The source is reliable because it is published by a reputable business publisher and is widely used in customer service training and management. The book includes structured chapters, practical guidance, and professional insights. It covers topics such as communication skills, complaint handling, customer loyalty, and dealing with angry customers, all essential areas supported by industry experience. Although it is not peer-reviewed, it is still a reliable professional text that provides valuable knowledge for business students.
Reference
Hayes, J. & Dredge, F. (1998). Managing Customer Service. Gower Publishing, Aldershot.
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Excellent customer service is now considered an indispensable part of any successful company, yet
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what this means for the customer service manager or supervisor is often overlooked. This book aims
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understanding the needs of customers with whom
you don’t have much personal contact. It also looks at
the role that quality programmes can play in fostering
good customer service practices.

Chapter 3 addresses the key management issues for
customer service and these include setting standards
of service, leading and motivating the customer
service team, organizing an efficient system that will
deliver good service and managing the relevant
resources.

Part 2 of the book focuses on the practical skills
required for good customer service to be delivered.
Central to service is the issue of communication, and
the first four chapters of Part 2 consider various
aspects of communication — starting with an
overview and then picking out face-to-face meetings,
telephone use and letter-writing as central
competencies for the customer service representative.
Each topic is discussed in terms of standards, skills
and exercises with a view to encouraging higher
levels of performance by staff.
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Personal computers

A good example of the fact that people don’t know
that they need a product until it’s given to them is the
invention of the personal computer — in particular
the Apple Macintosh. Up to the early 1970s,
computers had been large pieces of equipment owned
by companies and used by highly skilled technical
staff. It took a visionary outlook to think about
putting the power of one of these machines on to the
desk of an individual — and more importantly, to
make it instantly usable.

The Apple story

Technological develomems made the personal computer

possible, but it took the imagination and creative flair of
Steve Jobs and Steve Wozniak, the founders of Apple, to
make the personal computer usable by the ordinarz person
without lots of special training. Jobs and Wozniak built the
first Macintosh and started to sell it without conducting any
market surveys or asking customers what they wanted —
they did it on ‘gut instinct’ and invented a runaway best-
seller. In the early days of Apple, it couldn’t make its
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