Task 3 – Source Evaluation Template 
Student Details
Name and student ID: Nords Joy Anta Son
Topic chosen: The importance of customer service in business success
Title of source: Customer satisfaction: A multi-level framework
Author(s): Vikas Mittal, Sonam Singh, and Ashwin Malshe
Year published: The article was published in 2026 in the journal of the academy of marketing science 2026.
How did you find this source?
I found the source by searching on google for recent information about customer service and business success. I use the key words such as “importance of customer service in business success 2026” and “customer satisfaction and business performance”
Why did you choose this source?
(Think about relevance, credibility, usefulness)
I chose the source based on their credibility and reliability linking to their experience on handling business, it is also related to my topic, and it clearly explains how customer satisfaction can affect business performance.
Is it relevant to the topic?
Yes, it is relevant because the author’s explanations helped me understand the right of customers and the importance of customer service.
Is this a useful article?
Yes, the article is useful because it uses research evidence and a large amount of data explain the connection between customer satisfaction and business performance.
Is this an academic source? 
Yes, it is an academic source, because it is published in the journal of the academic of marketing science, which is a recognised peer reviewed in academic journal and article labelled as original empirical research.



When was it published? Is it recent enough? Why?
The article was first posted online on 06 October 2025 revised on 02 June 2026.it is connected with the Journal of the Academy of Marketing Science (2026). yes, it is recent enough because it includes a 2026 revision and publication record and uses up-to –date research on customer satisfaction and business performance.
Author Credibility
Who is the author? What are their qualifications or expertise?
The authors of this article were Vikas Mittal, Sonam Singh, and Ashwin Malshe. Vikas Mittal is a professor of marketing at Rice University, and he is expert in customer satisfaction, customer loyalty, and business performance. Sonam Singh is a marketing researcher whose work focuses on customer satisfaction and marketing research. Ashwin Malshe is a professor of marketing, and his expertise includes marketing analytics, customer satisfaction, and business strategy.
Reliability
Is the source reliable? Why?
(Consider journal, publisher, peer review, citations)
Yes, the source is reliable because it is published recently in the Journal Academy of Marketing Science, which is a respected peer reviewed marketing journal. And uses large amount of data examined how customer satisfaction affects business performance.



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?

