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Abstract 

The objective of this study is to analyze the contribution 

of scientific, academic, and business productivity 

disclosed on the research topic "Customer Service and 

Communication Skills", through the use of the Scopus 

database between 1978 and 2022 in all areas of 

knowledge because the theme is transversal to them. 

The methodological design used is fundamentally 

based on an analysis of scientific trends from 

scientometric tools in the development of statistics and 

thematic maps. The analysis allows an identification of 

the participation and interaction between the various 

authors, countries, and institutions, coupled in clusters 

that reveal the contexts of intellectual production. The 

results found indicate that of the 170 works retrieved, 

84 are articles, in the average of articles cited in the 

study period, the year 2000 was the most relevant with 
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2.9, The key terms, client, service and communication 

were the most related to the authors Cheikh F. and 

Demeester P. and with the countries of Germany and 

France. 

 

Keywords: Communication skills, customer service, 

management.  

 

Introduction 

In the contemporary business environment, the quality of 

customer service has become a fundamental element for 

the success and sustainability of organizations. (Cervantes, 

Muñoz & Inda, 2020; Lee, & Lee, 2020). Customer service is 

no longer limited to being a mere process of responding to 

inquiries or solving problems; Instead, it has evolved into a 

powerful competitive differentiator that can influence 

customer loyalty, retention, and ultimately company 

profitability. (Rahi, Ghani & Ngah, 2020). 

The understanding of customer service as a means to 

achieve competitive advantage has become ingrained in 

modern business management (Herrera-González, Cantero-

Cora & Leyva-Cardeñosa, 2021; Pimentel-Laurens, Niebles-

Nuñez & Ramírez-Durán, 2023). That is why the field of 

knowledge of customer service is one of those that has 

shown the greatest growth in recent years, through the 

insertion of new techniques, trends and processes that seek 

to innovate and encourage the best ways to attract and 

retain customers through a good service process (Álvarez-

García et al., 2019). However, an equally vital and often 

underestimated aspect of this process is the critical role that 

communication skills play (Chen, Chiang & Huang, 2023). 

The interaction between customer service representatives 

and customers not only involves the transmission of 

information but is also a means of forging meaningful and 

lasting relationships. (Vielma, Segovia-Romo & Mendoza-

Gómez, 2021). 

In this way, the need to understand how communication 

skills, in their great complexity and diversity, is recognized, 

can have an effect on the customer service process with a 
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greater emphasis on that perception of a good service 

process. Nowadays, business managers recognize the 

important role of interpersonal relationships within the 

process of achieving organizational goals and objectives, 

being key tools for the process of articulation between the 

organization and the external sector. 

In this context, this article is developed in order to 

characterize the scientific production of the area of 

knowledge of customer service and communication skills 

through bibliometric tools; Innovative methodology that 

will allow the understanding with certainty the behaviors of 

the intellectual production processes associated with these 

study variables. Bibliometric techniques have gained great 

relevance in recent years based on the ability to synthesize 

and understand scientific production from big data, which 

are available in specialized databases such as Scopus, WoS, 

among others (Rousseau & Rousseau, 2021; Ramírez et al., 

2023) 

Methodology 

A scientometric analysis covering four phases in its 

development is carried out, which was proposed by (Flórez-

Martínez, Contreras-Pedraza, & Rodríguez, 2020). 

Phase 1. Information retrieval: in this phase the activities of 

design of the search equation and acquisition of the 

information to be analyzed were developed, for this 

purpose, keywords and terms were used, as well as Boolean 

operators in the Scopus metasearch engine that made the 

search more effective. 

Phase 2. Information processing: from the information 

obtained, which was downloaded from Scopus in csv 

format, data processing was developed to generate 

information in the form of reports: bibliometric indicators, 

correlation analysis between countries, authors and 

keywords, co-citation networks between authors and 

documents, and knowledge evolution maps based on 

centrality (importance of the topic in the whole field of 

research or analysis), all this with the use of Rstudio 

software. 



Journal of Namibian Studies, 32  (2022): 525-545    ISSN: 2197-5523 (online) 

 

 

528 

 

Phase 3. Report analysis: A descriptive and relational 

analysis was implemented for co-citation networks, 

correlation analysis and knowledge evolution maps, based 

on cluster analysis.  

Phase 4. Construction of perspectives: based on the 

identified results and comparative analysis against global 

guidelines, define the contribution of the study topic 

"Customer Service and Communication Skills" or the 

opportunities to generate future studies identified in it. 

Results. 

The results of each of the four phases proposed in the 

methodology are presented below.: 

As a strategy for the retrieval of relevant information, 

keywords and terms with their respective synonyms were 

used, logical operators such as “AND” and “OR”, and the use 

of filters in the English and Spanish languages, resulted in 

the following search equation: ( TITLE-ABS-KEY ( "Client 

service" ) OR TITLE-ABS-KEY ( "Costumer service" ) OR TITLE-

ABS-KEY ( "Costumer support" ) OR TITLE-ABS-KEY ( 

"Costumer care" ) AND TITLE-ABS-KEY ( communication ) ) 

AND ( LIMIT-TO ( LANGUAGE , "English" ) ), From this, 170 

documents of different types were obtained, in which 

information related to researchers, organizations, countries, 

citations, keywords and references are found. Table 1 lists 

the main information of the analysis performed. 

Table 1. Key information about the study. 

Indicator Result 

Time lapse 1978:2022 

Documents 170 

Average citations per document 7,241 

References 3516 

Keywords 1752 

Number of authors 540 

Number of authors of single-author documents 37 

Number of documents with a single author 37 

Number of authors of multi-author documents 3,33 

Collaboration index 12,35 
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Figura 1. Promedio de citas por años. 

The averages of the citations of the research papers help to 

know how the production of a particular topic advances in a 

given time, in addition to being an indicator of research 

quality. Considering the above, Figure 1 shows the average 

number of citations of the documents under study per year, 

in the period of time between 1978 and 2022 on the theme 

"Customer service and communication skills" where it is 

appreciated that the maximum number of citations of the 

studies carried out in 2000 was on average 2.9, followed by 

2014 with 2.6 and 2018 with 2.8. 

On the study of customer service and communication skills, 

a correlation analysis was carried out between the 
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countries, the authors and the most relevant keywords 

(abstracts) of the documents found, in Figure 2 it can be 

identified that the countries most correlated with 

researchers and key terms were: United Kingdom in greater 

frequency, followed by Spain, France, United States, China 

and Germany, of these, the first country is related to the 

author Barclay S., which in turn is related to the words 

"client", "services" and "communication" to a lesser extent 

and to "care" to a greater extent; the authors most closely 

related to the terms “client” and “service” are Demeester P., 

Deboosere L., De Turk F. and Dhoedt B., which in turn are 

connected with the countries of France and Germany. 

 

Figure 2. Correlation analysis countries, authors, and 

abstracts. 

The clusters formed in the network of cocitations shown in 

figure 3 indicate that the most representative group, which 
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is red, is made up with the following authors: Bronsvoort 

W.F., Wang Y., Chen S., Chen X., Chan S., Nnaji B.O., Agrawal 

A. and Hoffmann C.M.; the one in blue by Beechan J. and 

Priebe S.; the one in violet by Elatawy A. and Osanaiye O.; 

Finally the one in green by Fernández A. and Badia X. 

 

Figure 3. Co-citation of authors. 

Wang Y. is the author with the highest H index listed in Table 

2, one of his main works indicates that “Current computer-

aided design (CAD) systems only support interactive 

geometry generation, which is not ideal for business-to-

business collaboratively distributed engineering services 

with a generic  thin client service-oriented architecture. This 

paper proposes a new feature-based modeling mechanism, 

document-based design, to enable batch mode geometry 

construction for distributed CAD systems. A model of 

semantic characteristics is developed to represent the 

intention of informative and communicative design. Feature 
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semantics are explicitly captured as a trinary relationship, 

which provides good extensibility and prevents semantic 

loss. Cross-domain data interoperability is enhanced by 

schema mapping and multi-resolution semantics. This 

mechanism aims to enable asynchronous communication in 

distributed CAD environments with ease of evaluation and 

alternative design reuse, reduction of human errors and 

improvement of system performance and utilization (Wang 

& Nnaji, 2006). 

Table 2. H index of authors. 

Element h_index TC NP PY_start 

WANG Y 3 43 5 2005 

BAILEY S 2 26 2 2019 

DE TURCK F 2 19 2 2009 

DEBOOSERE L 2 19 2 2009 

DEMEESTER P 2 19 2 2009 

DHOEDT B 2 19 2 2009 

GARCÍA-CAMPAYO J 2 24 2 2015 

KNAPP M 2 12 2 2015 

MALIK SA 2 6 2 2013 

NNAJI BO 2 31 2 2005 
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Figure 4. Source growth cumulate. 

Figure 4 shows the growth of journals found in literature 

exploration in the period from 1978 to 2022, of the 10 

journals submitted, it stand out Proceedings ACM siguccs 

user services conference trials, which shows a continuous 

and constant production from the years 1996 to 2022, being 

the years from 2007 to 2022 the most productive; it also 

highlights the journal Lecture notes in computer science 

with constant contributions from 1992 to 2022, this last year 

being the one with the highest production with 5 published 

works. The most relevant conference paper of the first 

journal explains how “The Department of Integrated 

Technology Services (ITS) at the University of New 

Brunswick recently began implementing unit work planning. 
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Traditionally, ITS has done high-level work planning only at 

the time of budget. This case of study will show how the ITS 

Client Services Unit implemented work planning for their 

teams in an environment where this has never been done 

before. Customer Services is responsible for 5 teams, 

Hardware Repair and Support Services, Publications and 

Communications, Customer Support, IT Procurement and 

Account Management. The work planning process included: 

developing mission statements and team management 

plans; Prioritize teamwork and develop tools to know how 

busy we are; determination of cyclical activities; linking work 

plans with team management plans and mission 

statements; and finally inform and review the team's work 

plans. Client Services job planning process implemented in 

September 2006. Several challenges were faced as the 

process progressed. Team managers had to be on board 

with the process and steps taken to address their issues. 

Planning the work takes time and there was some resistance 

to its implementation. This presentation will cover both the 

challenges and successes of implementation, as well as 

where we are today. Finally, a number of next steps will be 

reviewed. The implementation of work planning has been 

an eye-opener for all members as the learning process 

continues” (El-Bayoumi, 2007). 

Table 3. H-index of journals. 

Element h_index TC NP PY_start 

AUSTRALIAN OCCUPATIONAL THERAPY JOURNAL 2 43 2 2008 

BMC PSYCHIATRY 2 24 2 2015 

BUSINESS INFORMATION REVIEW 2 7 2 2010 

LECTURE NOTES IN COMPUTER SCIENCE (INCLUDING SUBSERIES LECTURE 

NOTES IN ARTIFICIAL INTELLIGENCE AND LECTURE NOTES IN 

BIOINFORMATICS) 2 32 5 1992 

LIBRARY MANAGEMENT 2 30 2 2008 

PROCEEDINGS - IEEE MILITARY COMMUNICATIONS CONFERENCE MILCOM 2 4 2 2007 

18TH WORLD IMACS CONGRESS AND MODSIM 2009 - INTERNATIONAL 

CONGRESS ON MODELLING AND SIMULATION: INTERFACING MODELLING 

AND SIMULATION WITH MATHEMATICAL AND COMPUTATIONAL 

SCIENCES, PROCEEDINGS 1 1 1 2009 

2004 IEEE/SARNOFF SYMPOSIUM ON ADVANCES IN WIRED AND 

WIRELESS COMMUNICATION 1 6 1 2004 
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Of the top 10 journals with the highest H-index listed in 

Table 3, six of them have a similar score of 2 and are: 

Australian occupational therapy journal, BMC Psychiatry, 

Business information review, Lecture notes in computer 

science, Library management and Proceedings - IEEE 

military communications conference. From the first journal, 

the article-type research work is highlighted, which 

indicates that “Given a global reorientation of health 

services towards primary or bottom-up health promotion, it 

is necessary to explore the role of occupational therapy in 

this practice area. This study aimed to explore and describe 

the primary health promotion practice of community health 

workers with a background in occupational therapy. The 

study highlights their practice of working at the community 

or population (macro) level, rather than at  the customer 

service (micro) level, and explores the enablers and barriers 

related to this practice. Methods: The study used the 

qualitative methodology of narrative inquiry. Five workers 

with occupational therapy experience were recruited from 

community health services within Victoria. Data were 

collected through in-depth interviews. Interview data from 

individual participants were ordered to form a narrative 

detailing each participant's experience. These narratives 

were analyzed to generate themes that represented 

important aspects of participants' experiences. Results: 

Although some professionals with experience in 

occupational therapy perform primary health promotion, 

The findings indicate that a number of barriers deter 

occupational therapists from engaging in this type of 

practice, including lack of funding, preparation, and limited 

understanding of occupational therapy's role in health 

promotion. Facilitators for engagement included 

undertaking higher education, gaining clinical experience, 

and establishing a professional identity. Conclusion: This 

study provides insight into the experiences of occupational 

therapists working at a macro rather than micro practice 

level, and emphasizes some of the barriers and facilitators 

to adopting the types of roles that are emerging as part of a 

2010 CHINA INTERNATIONAL CONFERENCE ON ELECTRICITY 

DISTRIBUTION, CICED 2010 1 1 1 2010 
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changing health system” (Wood, Fortune, & Mckinstry, 

2013). 

 

Figure 5. Co-citation of documents. 

The groups formed in the network of co-citations of 

documents presented in figure 5 indicate that the most 

relevant cluster, which is the red one, is made up with the 

works: Hoffmann C.M. 1997 and 1993, product data 

exchange specification: the first working draft. 1988, Shah 

J.J. 1995, Bronsvoort W.F. 2004 and Chan S. 1999; the blue 

one by, Chao C. 2011, Cormen T.H. 2009, El-Atawy A. 2005 

and  2007 and Guo H. 2015; the green one by , Chen B.K. 

2001, Luo W.J. and Wang C.; Finally, the orange one  by, 

Herdman M. and Priebe S. 

Table 4. Most cited documents. 

Paper DOI 

Total 

Cites 

HARDISON JL, 2008, PROC FRONT EDUC CONF FIE 10.1109/FIE.2008.4720536 76 

KARINOU F, 2018, IEEE PHOTONICS TECHNOL LETT 10.1109/LPT.2018.2810334 67 

BURT E, 2000, NONPROFIT MANAGE LEADERSH 10.1002/nml.11201 67 

THAKER T, 2016, SYMP COLOSSAL DATA ANAL NETW, CDAN 10.1109/CDAN.2016.7570919 59 

XUE M, 2009, PROC PACIFIC-ASIA CONF CIRCUITS, 

COMMUN SYST, PACCS 10.1109/PACCS.2009.89 56 
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ELIASON S, 2014, REPROD HEALTH 10.1186/1742-4755-11-65 51 

HANLEY T, 2012, COUNS PSYCHOTHER RES 10.1080/14733145.2011.560273 38 

BELKORA J, 2006, PATIENT EDUC COUNS 10.1016/j.pec.2006.03.017 29 

WANG Y, 2006, J COMPUT INF SCI ENG 10.1115/1.2194911 28 

HOOPER K, 2007, AUSTR J RURAL HEALTH 

10.1111/j.1440-

1584.2007.00849.x 28 

WASON JD, 2011, IEEE INT CONF AUTOM SCI ENG 10.1109/CASE.2011.6042513 27 

TAYLOR D, 2019, SYST REV 10.1186/s13643-018-0921-4 25 

COURSARIS CK, 2013, ECIS - PROC EUR CONF INF SYST  24 

DOBRIJEVIC O, 2014, LECT NOTES COMPUT SCI 10.1007/978-3-319-13174-0_11 23 

HOFFMANN T, 2008, AUST OCCUP THER J 

10.1111/j.1440-

1630.2007.00693.x 23 

DOUGLAS HE, 2017, INT J INTEGR CARE 10.5334/ijic.2437 21 

FRASER-ARNOTT M, 2017, LIBR MANAGE 10.1108/LM-09-2016-0074 20 

HILARI K, 2019, PILOT FEASIBILITY STUD 10.1186/s40814-019-0397-6 20 

WOOD R, 2013, AUST OCCUP THER J 10.1111/1440-1630.12031 20 

SHEA EO, 2017, BMC GERIATR 10.1186/s12877-017-0676-0 19 

 

The top 20 research papers that have been most cited in the 

field of research on customer service and communication 

skills are presented in Table 4, of these, the most relevant 

documents are those from, Hardison, J.L., et al., from 2008 

that is conference paper type and was published in the 

journal Proceedings - Frontiers in Education Conference and 

has 76 citations; the article of Karinou, F., et al., from 2018 

Published in the journal IEEE Photonics Technology Letters 

with 67 citations and conference paper by author Thaker, T., 

from 2016 posted on Symposium on Colossal Data Analysis 

and Networking, which has been referenced 67 times. The 

first paper listed in the table above, which is a conference 

paper, indicates that “The MIT iLab project has developed a 

distributed services infrastructure and software toolset to 

support a scalable community of online lab experiments. 

iLab's shared architecture provides a framework for the 

development and deployment of remote labs using a three-

tier model based on web services consisting of lab clients, 

Service Agent, and Lab Server Middleware. This simplifies 

remote lab development by providing reusable components 

for common lab management functions. The initial focus of 

the iLab Project was on batch labs, which do not require 

interactive control. Following the project's success in 
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supporting these laboratories, it has expanded its efforts to 

include those requiring interactive control. Interactive labs 

require the user to have active control of laboratory 

instruments during the course of an experiment and can 

generate a large amount of data. To adjust to these 

requirements, iLab's shared architecture has been extended 

with a highly configurable lab resource scheduling service, a 

robust data storage system and support for high-bandwidth 

communication between lab client and server. By 

integrating these services into iLab's shared architecture, a 

more diverse set of educational value labs can now be easily 

deployed online and shared worldwide” (Hardison, DeLong, 

Bailey, & Harward, 2008). 

The thematic map shown in Figure 6 indicates that the 

exploration conducted on the research topic customer 

service and communication skills, shows healthcare and 

digital-related aspects such as marketing and social media 

as the main or driving theme; as a basic and transversal 

theme to the other lines of study found, there are the terms; 

service and communication, related to words like: network, 

system, Evaluation, management and mobile; as emerging 

themes the words occupational and services are found; 

Finally as peripheral theme, the terms firewall and business.  
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Figure 6. Thematic map. 

Conclusions. 

With respect to the scientometric study carried out, it is 

concluded that the scientific production on the field of 

research "customer service and communication skills" 

began in 1978 and reached its highest average in the years 

2000, 2014 and 2018, there were 540 authors found, of 

which, 37 published as sole researchers, the average  of 

multiple authors per  document was 3.3 and citations on 

average per document were approximately 7.2. 

The countries and authors most correlated with the 

research terms client, service, and communication, were 

from United Kingdom, Barclay S.; from France and Germany, 

the authors, Demeester P., Deboosere L., De Turk F., and 

Dhoedt B.; The journal with the highest growth in the time 

lapses investigated was Proceedings ACM siguccs user 
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services conference trials, which had its highest production 

from the years 2007 to 2022. 

Finally, it is concluded that in the study the variable 

"customer service" and "Communication" are transversal to 

other lines of studies identified such as health care and 

administration, that is, the customer service studied 

together with communication skills has not been much 

explored or exploited by researchers, being an opportunity 

to carry out an innovative study. 
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