Task 3 – Source Evaluation Template 

Name and student ID: 
Daniela Jimenez Buitrago (2543826)

Topic chosen: 
The importance of customer service for business success

Title of source: 
The impact of trust, privacy and quality of service on the success of E-CRM: the mediating role of customer satisfaction

Author(s): 
Dehghanpouri, Houriyeh; Soltani, Zeynab; Rostamzadeh, Reza

Year published: 
2020

How did you find this source?

I found this article using the UWTSD Library on ProQuest Central. I searched for articles about customer service and business success. I looked at a few different articles before choosing this one because it was the most relevant to my topic.

Why did you choose this source?
I chose this source because it is closely related to my topic about customer service and business success. I found it through the UWTSD Library, which gave me confidence that it was an academic source. I also work in healthcare, so I could relate many of the ideas in the article to my own job. Although some parts of the article, especially the research methods, were difficult to understand, it helped me learn more about trust, privacy and customer satisfaction. Overall, I found it useful because it is based on real research and helped me understand the topic better.
When was it published? Is it recent enough? Why?
The article was published in 2020. I think it is still recent enough because customer service, trust and privacy are still very important for businesses today. Technology has changed over the last few years, but the main ideas in the article are still relevant.

Author Credibility
Who is the author? What are their qualifications or expertise?

The authors work at universities in Iran and their work is related to management and information technology. Because of this, I think they have a good understanding of the topic they are writing about.

Reliability
Is the source reliable? Why?

Yes, I think this source is reliable. It was published in the Journal of Business & Industrial Marketing by Emerald Publishing. The article is based on research with 378 participants and includes many references to previous studies. It is not only based on personal opinions, but also on real research and evidence. This is why I think the information is reliable.



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?

