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Purposes

 Explore and review IS and Service 
research domain to better understand 
its: 

 origins
 current state of development
 future trends

“Scholars devote significant effort to
make sense of what has already been 
done, capture key lessons learned from the 
past, and identify directions for the future.” 
(Zahra and Sharma,2004, p. 332)



Why we've done that?

 Because: 
 E-service have gained increasing interest
 IS & IT have changed the way service 

firms and their customers interact
 Objective vs. subjective literature review



Methodology

 Our study is based on bibliometrics: “the study of 
a given field or body of literature using quantitative 
analysis and statistics to describe patterns of 
publication” (Gartner, et al., 2006)

 Citation analysis (one of the main techniques 
adopted in bibliometrics) is based on the premise 
that authors cite papers they consider to be 
important to the development of their research. As 
a result, heavily cited articles are likely to have 
exerted a greater influence on the subject than 
those less frequently cited (Culnan, 1986; Sharplin 
and Mabry, 1985). 



Methodology 

 Co-citation analysis is based on grouping 
together publications that are frequently cited in 
pairs. The underlying assumption being that two 
often co-cited documents are related to one 
another, and address the same broad research 
questions, without necessarily agreeing with 
each other (White and Griffith, 1981) 



Co-citation (an example)
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1.Selecting the unit of analysis

2. Retrieving co-citation frequencies

3.Compiling the raw co-citation matrix

4.Converting the raw co-citation matrix into a 
correlation matrix

5. Multivariate analysis

6. Interpreting the findings

Co-citation analysis through 6 steps 



 We based the analysis on the Social Science 
Citation Index (SSCI) of Thompson-ISI with a 
time span from 1990 to 2009.

 The database covers over 1,700 world's leading 
scholarly social sciences journals (the analysis 
was performed in May 2009).

 The criterion adopted crossed two subsets of key 
words:
1.Information System(s); Information 

Technology; IS; IT  
2.Service(s); e-service(s); eservice(S)

Co-citation Analysis



Co-citation Analysis

We obtained a set of 3100 contributions. 

Given the interest in defining the core of the 
discipline, 
 we selected only articles published on 

journals in the fields of business, 
management, finance, information systems 
and economics;

 only articles with more than 50 citations, if 
published between 1990 and 2005, and more 
than 10 citations if published after the 2006.

   



Co-citation Analysis

 The selection process resulted in a total of 34 
articles.

 Each of those was paired with every other paper 
and the co-citation frequency of each pair was 
computed. The result was a 34 by 34 matrix of 
co-citation counts. 



The set of 
articles



Sample co-citation matrix (extract)



In order to standardize the data and avoid possible 
scale effects, as well as reducing the number of zeros in 
the matrix, the Pearson correlation matrix was 
estimated.

Sample correlation matrix (extract)



 We applied three multivariate statistical techniques to the 
correlation matrix. First of all, non-metric Multidimensional 
Scaling (MDS) was employed, allowing us to generate a map in 
order to observe the relationship between the authors. Second, 
we applied a cluster analysis, which lets us obtain a series of 
groups of significant authors. Finally, a Factor Analysis was 
used to identify which authors make up each factor and their 
degree of contribution or loading as an approximation of the 
relative influence that each of them has within the stream of 
research. 

Co-citation Analysis



MDS and Cluster Analysis
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MDS and Cluster Analysis

Perception of service related to IS 
implementation (e-service quality) 
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1890,9% of the total variance explained 

Factor Analysis



Conclusions

1. Literature on IS and e-service seems to be polarized 
between individual level (customer interaction) and firm 
level (implementation's effects) and between a 
strategic management point of view and a more 
technical point of you (related to technological 
effectiveness of IS or IT systems)

2.No central articles (so-called seminal paper) 

3.No so defined and structured as field of research 
(young)

4.Multidisciplinary field 



Thank you for 
your attention 

Any question

? 
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