
Introduction

Customer satisfaction studies are quite popular in scientific literature. Analysis provided on the Scopus database on 06/04/2025 identified 66,225 documents indicating customer 

satisfaction in their titles, abstracts or keywords, and 782 documents were found to identify Customer Satisfaction Index. However, depending on the analysed industry of scope, 

customers can be identified as shoppers, tourists, patients, etc. One of such scopes is place of residents, and in this case, customers can be called citizens or residents.

The search on the Scopus database in document titles, abstracts or keywords applying keywords “citizen*-satisfaction OR resident*-satisfaction” resulted in 3,693 documents; 

however, only 32 documents were found on “citizen*-satisfaction-index OR resident*-satisfaction-index”: “citizen*-satisfaction-index” – 17 documents and “resident*-

satisfaction-index” – 15 documents (* - possible other or missing letters).

Considering the scarcity of scientific literature developing citizen satisfaction indices, this review deals with the scientific problem: what are the patterns of the research on citizen 

satisfaction indices.

The aim of research 

The aim of the review is to reveal the current trends in the researchscape on citizen satisfaction indices.

The methods of the research

The study applied bibliometric analysis, based on the Preferred Reporting Items for Systematic Reviews and Meta-Analyses (PRISMA) methodology (Page et al., 2021). A set of 

32 documents having keywords “citizen*-satisfaction-index OR resident*-satisfaction-index” in their titles, abstracts or keywords, found on the Scopus database on 06/04/2025 

were analysed to reach the aim.
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Materials and Methods

The Scopus database was chosen for the review as having relatively superior in 

coverage of the Social Sciences (Kumpulainen & Seppänen, 2022). As the main 

interest of this review was the overview of the researchscape on citizen satisfaction 

indices, the search keywords were set to encompass the words ‘satisfaction’ and 

‘index’; moreover, as the terms ‘citizen’ and ‘resident’ were found to be used 

interchangeably in scientific literature, both of them were included into the search 

inquiry, and the asterisk (*) was added at the end of both of them to acknowledge 

the possibility of  plurality. The final search inquiry was TITLE-ABS-KEY 

(citizen*-satisfaction-index  OR  resident*-satisfaction-index), and 32 published 

documents were identified.

The research questions were risen to map the domain:

RQ1: What is the annual change in number of scientific publications regarding 

citizen satisfaction index?

RQ2: What are the most productive countries and authors?

RQ3: What are the most prominent keywords indicated in the published articles?

RQ4: What are the most-cited articles on citizen satisfaction index?

Main findings

The longitudinal distribution of the documents was found to be fluctuating (Fig. 1): 

the first document was published in 1999, and since then the highest number of 

papers published per year was four. The composition of the domain based on type 

was: 27 articles, 4 conference papers, and 1 book chapter. 

Main findings (continued)

86 authors have been found to contribute to the field; 4 of them had contributed 

more than one paper. The most productive author – Nigro, Héctor Oscar 

representing Universidad Nacional del Centro de la Provincia de Buenos Aires, 

Tandil, Argentina – has co-authored 4 papers.

The author citation analysis revealed that 70 have been cited al least once; 24 more 

than 5 times; 19 – more than 10 times.

135 keywords have been identified by the authors; however, only 10 of them have 

been identified more than once (Figure 2).

Figure 2. Relationships among keywords by authors (minimum 2 occurrences)

The analysis of citations in the field of citizen satisfaction index revealed that 26 

documents were cited at least once; eight of them have been cited more than ten 

times, four – more than fifty times (Table 2). 

 

Table 2. Most cited documentsFigure 1. The annual change in number of publications on citizen satisfaction index

The set of 21 countries were identified to had been contributed to the development 

of citizen satisfaction index; 9 countries had published more than one paper (Tab.1).

Table 1. Contributing countries
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