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	Theme
	Description
(Subtopics)
	Articles

	Theme 1:
Pre-service optimization
(n = 23)
	This theme focuses on the pre-service phase, with the goal of minimizing waiting times and ensuring customers are connected to the most suitable service agents or channels.

Subtopics: 
· Predictive resource allocation
· Forecasting
· Queuing
· Service agent or channel matching
	Abi Kanaan et al., 2024
Albrecht et al., 2021
Ali Zaidi et al., 2021
Bojanic et al., 2020
Borg et al., 2021
Bruni et al., 2023
Chacon et al., 2023
Ebadi Jalal et al., 2016
Ilk et al., 2020
Liu et al., 2019
Manno et al., 2023
Marín Díaz et al., 2025
Mohammed, 2017
Montgomery et al., 2018
Namli et al., 2021
Legros, 2021a
Legros, 2021b
Sandra et al., 2024
Schecter et al., 2021
Sun, 2019
Sun and Liu, 2023
Yang et al., 2024
Yu et al., 2024


	Theme 2: 
Interaction intelligence
(n = 22)
	This theme examines the technologies that capture and analyze conversational details from customer interactions. 

Subtopics: 
· Speech recognition and transcription
· Customer recognition
· Customer classification
· Topic modeling
	Bost et al., 2015
Büyük, 2024
Cai et al., 2025
Fan and Ilk, 2020
Galal et al., 2024
González-Docasal et al., 2020
Han et al., 2024
Kazanci, 2025
Lin et al., 2023
Ma et al., 2023
Oraby et al., 2019
Papadia et al., 2022
Papadia et al., 2023
Plaza et al., 2021
Poczeta et al., 2024
Rajaobelina et al., 2019
Saberi et al., 2018
Shahin et al., 2024
Sikveland and Zeitlyn, 2017
Valizada et al., 2021
Vo et al., 2021
Zhou et al., 2025



	Theme 3:
Service agent well-being 
(n = 10)
	This theme examines the relationship between technologies and the stress levels and well-being of service agents. 

Subtopics: 
· Service agent stress
· Service agent well-being
	Breit et al., 2020
Bromuri et al., 2021
Choi and Kim, 2025
Huang and Gursoy, 2024
Oder and Béland, 2025
Pacella et al., 2024
Park et al., 2024
Phillips et al., 2025
Yang et al., 2024
Zhou et al., 2024

	
Theme 4: 
Service agent monitoring 
(n = 7)




Theme 5: 
Emotion work
(n = 14)
	
This theme studies the technologies used to monitor the behavior and performance of service agents. 
· Service agent assessments
· Service agent behavior



This theme centers around understanding, recognizing, and managing customer sentiments and emotions. 

Subtopics: 
· Emotion recognition
· Sentiment detection
	
Ahmed et al., 2020
Ahmed et al., 2021
Ahmed et al., 2024
Ma and Ye, 2022
Obinna Iheme, and Ozan, 2022
Rees et al., 2021
Shabanpour et al., 2023

Ahmed et al., 2023
Alam et al.,  2018
Al-Mutawa and Al-Aama, 2024
Ashtar et al., 2023
Benayas et al., 2024
Carvalho et al., 2023
Chen et al., 2024
De Cleen et al., 2025
Guo et al., 2024
Labat et al., 2024
Badshah et al., 2019
Pérez-Toro et al., 2023
Seng and Ang, 2018
Yurtay et al., 2024


	Theme 6: 
Collaborative service 
(n = 23)
	This theme highlights the use of technological tools to optimize interactions between customers and service agents by combining human expertise with technological support.

Subtopics: 
· External devices (Apps, robots, glasses)
· Information structures
	Arwin et al., 2024
Blaurock et al., 2024
Brynjolfsson et al., 2025
Choi, 2018
De Gauquier et al., 2023
Dolata et al., 2020
Fan and Mattila, 2020
Gnewuch et al., 2023
Henkel et al., 2020
Huang et al., 2024
Kim et al., 2025
Le et al., 2024
Leiño Calleja et al., 2025
Levi-Bliech et al., 2020
Lin et al., 2024
Lin, 2025
Moliner-Tena et al., 2024
Poots et al., 2024
Pöyry et al., 2024
Sheng et al., 2024
Wei et al., 2022
Wu et al., 2015




