

Task 3 – Source Evaluation Template 
Student Details
Name and student ID: Roza Saeed (2512806)
Topic chosen: The importance of customer service for business success.
Title of source: The Impact of Customer Service on Business Performance.
Author(s): Christopher H. Lovelock & Jochen Wirtz
Year published: 2016
How did you find this source?
(e.g. Google Scholar, library database, google)
This source was identified through Google Sholar, which is among the most trustworthy engines for accessing academic material. Prior to identifying the source, I conducted a search with various keywords, such as customer service, success in business, customer satisfaction, service quality, and business performance. The use of those keywords led to various academic sources, books, and research papers. From a number of results, I finally selected this particular source because it has shown up several times in search results and has been cited by many other scholars. I have also used this source by comparing it with other sources to find out which source will be more appropriate for my assignment. Other sources were mostly concerned service like customer satisfaction and service quality. But this particular source was concerned about customer service from a broader perspective where the authors described how customer service affects different dimensions of organizational performance like customer loyalty, profitability, competitive advantage, employee performance and success of organizations in the long run. Thus, this source was quite relevant to my research topic. The second reason for choosing this particular source is that it is written by experts of international repute in the area of service marketing whose sources are often recommended for university courses and other research work. Through Google Scholar, I could check that this source has been widely cited which made me more confident about its credibility.
Why did you choose this source?
(Think about relevance, credibility, usefulness)
This source was chosen as it relates directly to the research topic, which is customer service and its significance for business success. Customer service impacts the levels of customer satisfaction, loyalty, reputation, and future growth of a company. Another reason for choosing this source is that it is credible. Its authors, Christopher H. Lovelock and Jochen Wirtz, are reputable scholars in the area of services marketing and widely known among university scholars.
Thirdly, the source integrates both theoretical and practical aspects and demonstrates the ways to increase the effectiveness of a business by means of a good customer service strategy. 
Is it relevant to the topic?
Of course, since this source is very relevant to my topic as it examines the link between customer service and business success. It reveals how good customer service leads to better satisfaction of customers, increased loyalty, performance and profitability of the business. Authors prove that customer service is not just about resolving the issues of the customer but a strategic process that can shape the perception of the client and affect the decision of the client to use the product or service of the company. This paper contains some concepts related to business success, service quality, customer experience, customer retention, and value creation. Despite the fact that is was published in 2016, this source is still relevant due to the increasing importance of digital customer service.
Is this a useful article? 
Yes, because it provides detailed explanations, practical explanations, and evidence about the impact of customer service on business performance. It helps to understand how effective customer service can improve customer satisfaction, loyalty, and overall organisational success.
Is this an academic source?
Yes, this is an academic source because it is a recognised textbook and business research publication written by experts in services marketing. The authors, Christopher H. Lovelock and Jochen Wirtz, have strong academic backgrounds, and their work is widely used in universities. The publication is based on research, theories, and evidence, making it a reliable source for academic work.
 When was it published? Is it recent enough? Why?
The source was published in 2016. Although it is not a very recent publication, it is still relevant because the main principles of customer service, such as service quality, customer satisfaction, customer loyalty, and relationship management, have remained important in modern business. While business now use more digital platforms, online communication, and social media for customer service, the key concepts discussed in the source are still applicable today.


Author Credibility
Who is the author? What are their qualifications or expertise?
Christopher H. Lovelock and Jochen Wirtz are professors and experts in services, marketing and business management. They are internationally recognised for their research and knowledge in areas such as customer service, service quality, and marketing strategy. Their publications are widely used in universities and business schools.
Reliability
Is the source reliable? Why?
(Consider journal, publisher, peer review, citations)
Yes, the source is reliable because it is an academic publication written by recognised experts in the field of services marketing and business management. 
The authors use evidence from research, established theories, case studies, and references to previous academic studies to support their arguments. This shows that the information is based on reliable evidence rather than personal opinions. The publication has been produced by a respected academic publisher and is widely used in universities and business schools, which further strengthens its credibility. Additionally, the source provides detailed explanations and practical examples, making the information valuable for understanding the connection between customer service and business success. For these reasons, the source is trustworthy and suitable for use in my assignment. 
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?

