Task 3 – Source Evaluation Template 
Student Details
Name and student ID: Gisella Lamberti   ID:2543080
Topic chosen: Importance of customer service for business success. 
Title of source: “Chatbots in customer service: Their relevance and impact on service quality”.
Author(s): Misischia, C. V., Poecze, F., & Strauss, C.
Year published: (2022).
How did you find this source?
(e.g. Google Scholar, library database, google)
I found it in Google scholar.

Why did you choose this source?
(Think about relevance, credibility, usefulness)
Is it relevant to the topic? 
Yes. It focuses directly on how customer service quality affects business success in today’s digital market.
Is this a useful article? 
Very useful. It explains how modern tools like chatbots impact service quality and costumer satisfactions.
Is this an academic source?
Yes. It is a peer – reviewed academic paper published in Procedia Computer Science.


When was it published? Is it recent enough? Why?
Was published in 2022, It is very recent, which makes it perfect for understanding modern, technology driven customer service.

Author Credibility


Who is the author? What are their qualifications or expertise?
Chiara Valentina Misischia, Flora Poecze, and Christine Strauss are university researchers whit expertise in digital business and technology management.

Reliability
Is the source reliable? Why?
(Consider journal, publisher, peer review, citations)
Yes. It was peer-reviewed by academic experts and published by Elsevier, a trusted publisher.



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?

