Task 3 – Source Evaluation Template 

· Student Details
Name and student ID: Katherine Michelle Bermudez Hernandez 2544265
Topic chosen: Importance of customer service for business success
Title of source: Customer satisfaction, loyalty behaviors, and firm financial performance: what 40 years of research tells us
Author(s): Kyuhong Han
Year published: 2023

· How did you find this source?
Google https://rdcu.be/fyMkL 

· Why did you choose this source?

Is it relevant to the topic? 
is highly relevant to the topic because it shows that customer satisfaction an outcome of good customer service directly improves business results. The authors reviewed 40 years of research and found that when customers are satisfied, they are more likely to return, spend more money, and recommend the business to others. This demonstrates that customer service plays an important role in business success.

Is this a useful article? 
This source is useful because it provides strong evidence from hundreds of studies and over one million customers. The findings help support the argument that customer service is not just a nice extra, but a key factor that affects a company’s profits and long‑term growth.

Is this an academic source?
It is also an academic source. The article is published in the Journal of the Academy of Marketing Science, which is a peer‑reviewed academic journal. This means the research has been checked by experts and is suitable for use in university level assignments.
· When was it published? Is it recent enough? Why?
The article was published in 2023.
Is it recent enough?
Yes, it is recent enough.  
Most universities consider sources from the last 5 –10 years to be recent, especially in business and marketing topics. Since this article is from 2023, it is very current.
Why?
Because:
· It reflects modern customer behaviour, including online shopping, digital service, and social media influence.
· It uses up‑to‑date data and includes research covering 40 years, ending with the most recent studies.
· Business environments change quickly, so a 2023 publication gives you relevant and reliable evidence for today’s customer service practices

· Author Credibility
Who is the author? What are their qualifications or expertise?
The article was written by Vikas Mittal and a team of marketing researchers. Mittal is a professor of marketing with many years of experience studying customer satisfaction, customer behaviour, and business performance. He has published numerous peer reviewed articles in top marketing journals, which shows he is a recognised expert in this field.
The other authors Han, Frennea, Blut, Shaik, Bosukonda, and Sridhar are also qualified academics who work in universities and specialise in marketing, consumer behaviour, and business analytics. Their combined expertise strengthens the reliability of the article because it is based on professional research, academic training, and long‑term study of customer service and business outcomes.
Because the authors are experienced researchers and the article is published in a respected academic journal, the source is credible and appropriate for academic work.
· Reliability
Is the source reliable? Why?

Yes, the source is reliable. It is published in the Journal of the Academy of Marketing Science, which is a well known, peer‑reviewed academic journal. Peer review means that other experts in marketing checked the research before it was published, making the information trustworthy. The journal is produced by a respected academic publisher (Springer), which adds to its credibility.
The article is also highly cited and written by qualified marketing researchers, which shows that other academics consider it valuable. Because it comes from a reputable journal, uses strong research methods, and has expert authors, it is a reliable source for academic work.

