Task 3 – Source Evaluation Template 


Student Details
Name and student ID: Crina-Florentina Barabasa with student ID 2545712
Topic chosen: Importance of customer service for business success
Title of source: Service Quality, Customer Satisfaction and Customer Loyalty: Testing a Structural Equation Model
Author(s): Dushica SANEVA, Sonja CHORTOSEVA
Year published: 2020
How did you find this source?
(e.g. Google Scholar, library database, google)
I have found this source using Google Scholar.
Why did you choose this source?
(Think about relevance, credibility, usefulness)
Is it relevant to the topic? 
Is this a useful article? 
Is this an academic source?
I chose this source because it is relevant to the topic I have decided to research on and it is very useful as it explains the reason why good quality customer service is important for the success of any business, and it has been published on Google Scholar which is a reliable academic source.

When was it published? Is it recent enough? Why?
It was published on December 2020, and I believe it is recent enough to be a good and reliable source. Good quality customer service has always been important for businesses and has remained relatively consistent over time comparted to other fields, as good quality customer service is a crucial and fundamental aspect for a business to thrive and have success.

Author Credibility
Who is the author? What are their qualifications or expertise?
There are two authors, the first one is Dushica SANEVA who is an Assistant, M.Sc., Faculty of Tourism and business logistics, University Goce Delcev, Republic of North Macedonia and the 2nd one is Sonja CHORTOSEVA who is a full Professor, Ph.D, Faculty of Technology and Metallurgy, University Ss. Cyril and Methodius, Republic of North Macedonia.
Reliability
Is the source reliable? Why?
(Consider journal, publisher, peer review, citations)
I believe this is a reliable source as it is a peer reviewed article which analyses through a questionnaire the relationship between the quality of the service, customer satisfaction and customer loyalty in fast-food restaurants. This case study is very specific, but I believe it can be applied in different types of businesses that work directly with customers, where the quality of the customer service can positively or negatively impact a business’ success. The questionnaire has also received a Cronbach alpha coefficient above 0.8, which suggests a high level of consistency and reliability. The authors use several citations to support their idea where many of them focus on the service quality, customer loyalty and satisfaction, making them very relevant to the topic. I believe this helps the article to be more reliable because the authors base their arguments on existing research rather than just their own opinions. 
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?

