Citation Report



11

13

15

17

ARTICLE IF CITATIONS

Social Media, Quo Vadis? Prospective Development and Implications. Future Internet, 2020, 12, 146. 3.8 22

Touch Versus Tech in Service Encounters. Cornell Hospitality Quarterly, 2021, 62, 468-481.

Learning tax regulations through rules-based chatbots using decision trees: a case study at the time
of COVID-19., 2020, , .

Customer service chatbots: Anthropomorphism and adoption. Journal of Business Research, 2020, 115,
14-24.

The Use of Chatbots in Digital Business Transformation: A Systematic Literature Review. [EEE Access,

2021, 9, 106530-106539. 4.2 31

Customer Service Chatbots: A Qualitative Interview Study into the Communication Journey of
Customers. Lecture Notes in Computer Science, 2021, , 190-204.

Research on Users' Trust of Chatbots Driven by Al: An Empirical Analysis Based on System Factors and
User Characteristics. , 2021, , .

CLASSIFICATION OF COVID-19 SYMPTOM FOR CHATBOT USING BERT. Advances in Mathematics: Scientific
Journal (discontinued), 2021, 10, 1065-1069.

FelhasznAjlA3i tapasztalatok EmmAjval, a vAjsAjrlA;si asszisztens chatbottal. VezetA©studomAjny | Budapest

Management Review, 2021, 52, 29-39. 0.5 0

Recasting Service Quality for Al-Based Service. Australasian Marketing Journal, 2022, 30, 297-312.

Key Qualities of Conversational Chatbots 4€“ the PEACE Model. , 2021, , . 7

User Expectations of Conversational Chatbots Based on Online Reviews. , 2021, , .

How chatbots' social presence communication enhances consumer engagement: the mediating role of

parasocial interaction and dialogue. Journal of Research in Interactive Marketing, 2021, 15, 460-482. 8.9 85

Dual humanness and trust in conversational Al: A person-centered approach. Computers in Human
Behavior, 2021, 119, 106727.

Trust me, I'm a bot € repercussions of chatbot disclosure in different service frontline settings.

Journal of Service Management, 2022, 33, 221-245. 72 68

Multi-Sensor Context-Aware Based Chatbot Model: An Application of Humanoid Companion Robot.
Sensors, 2021, 21, 5132.

Chatbot service usage during a pandemic: fear and social distancing. Service Industries Journal, 2021,
41,964-984. 83 27

Cognitive Chatbot for Personalised Contextual Customer Service: Behind the Scene and beyond the

Hype. Information Systems Frontiers, O, , 1.




19

21

23

25

27

29

32

34

36

CITATION REPORT

ARTICLE IF CITATIONS

A comparison between chatbot and human service: customer perception and reuse intention.

International Journal of Contemporary Hospitality Management, 2021, 33, 3977-3995. 8.0 46

Chatbot for SMEs: Integrating customer and business owner perspectives. Technology in Society, 2021,

66, 101685.

What Drives Consumersa€™ Decisions to Use Intelligent Agent Technologies? A Systematic Review.

Journal of Internet Commerce, 2022, 21, 438-475. 55 6

Natural Language Processing based Human Assistive Health Conversational Agent for Multi-Users. ,
2021,,.

Check-in at the Robo-desk: Effects of automated social presence on social cognition and service

implications. Tourism Management, 2021, 85, 104309. 08 29

How anthropomorphism affects trust in intelligent personal assistants. Industrial Management and
Data Systems, 2021, 121, 2722-2737.

Wh?/ do consumers with social phobia prefer anthropomorphic customer service chatbots?
Evolutionary explanations of the moderating roles of social phobia. Telematics and Informatics, 2021, 5.8 26
62, 101644.

How may | help you? Driving brand engagement through the warmth of an initial chatbot message.
Journal of Business Research, 2021, 135, 840-850.

Emerging-market consumersa€™ interactions with banking chatbots. Telematics and Informatics, 2021, 65,

101711. 58 66

Mind the Gap: Discrepancy Between Customer Expectation and Perception on Commercial Chatbots
Usage. Asian Journal of Empirical Research, 2021, 11, 1-10.

Understanding consumersa€™ acceptance of automated technologies in service encounters: Drivers of

digital voice assistants adoption. Journal of Business Research, 2021, 122, 180-191. 10.2 247

Check-in at the Robo-desk: Effects of automated social presence on social cognition and service
implications. SSRN Electronic Journal, O, , .

On m-Commerce Adoption and Augmented Reality: A Study on Apparel Buying Using m-Commerce in

Indian Context. Journal of Internet Commerce, 2021, 20, 84-112. 55 22

User-Specific Determinants of Conversational Agent Usage: A Review and Potential for Future
Research. Lecture Notes in Information Systems and Organisation, 2021, , 115-129.

HyEocrisy Induction: Using Chatbots to Promote COVID-19 Social Distancing. Cyberpsychology, 3.9 8
Be )

avior, and Social Networking, 2022, 25, 27-36.

Conversational Agents in Organisations. Journal of Global Information Management, 2021, 29, 1-25.

How brand selfa€disclosure helps brands create intimacy with customers: The role of information

valence and anthropomorphism. Psychology and Marketing, 2022, 39, 460-477. 8.2 14

Measuring consumer-perceived humanness of online organizational agents. Computers in Human

Behavior, 2022, 128, 107092.




38

40

42

44

46

48

50

52

54

CITATION REPORT

ARTICLE IF CITATIONS

Effective Learning of Tax Regulations using Different Chatbot Techniques. Advances in Science,

Technology and Engineering Systems, 2020, 5, 439-446. 0.5 4

Turning the blackbox into a glassbox: An explainable machine learning approach for understanding

hospitality customer. International Journal of Information Management Data Insights, 2021, 1, 100050.

Can people experience romantic love for artificial intelligence? An empirical study of intelligent

assistants. Information and Management, 2022, 59, 103595. 65 37

Employees' perceptions of chatbots in B2B marketing: Affordances vs. disaffordances. Industrial
Marketing Management, 2022, 101, 45-56.

Social anxiety as a moderator in consumer willingness to accept Al assistants based on utilitarian and

hedonic values. Journal of Retailing and Consumer Services, 2022, 65, 102878. 94 60

Will artificial intelligence replace human customer service? The impact of communication quality and
privacy risks on adoption intention. Journal of Retailing and Consumer Services, 2022, 66, 102900.

Design Matters! How Visual Gendered Anthropomorphic Design Cues Moderate the Determinants of

the Behavioral Intention Towards Using Chatbots. Lecture Notes in Computer Science, 2022, , 192-208. 1.3 6

Escaping Loneliness Through Tourist-Chatbot Interactions. , 2022, , 473-485.

Artificial intelligence changes the way we work: A close look at innovating with chatbots. Journal of

the Association for Information Science and Technology, 2023, 74, 339-353. 2.9 1

A Literature Survey of Recent Advances in Chatbots. Information (Switzerland), 2022, 13, 41.

The Impact of Chatbots on Customer Loyalty: A Systematic Literature Review. Journal of Theoretical 5.7 58
and Applied Electronic Commerce Research, 2022, 17, 212-229. :

How Human&€“Chatbot Interaction Impairs Charitable Giving: The Role of Moral Judgment. Journal of
Business Ethics, 2022, 178, 849-865.

a€oeAlexa, letd€™s talk about my productivitya€s The impact of digital assistants on work productivity. 102 35
Journal of Business Research, 2022, 142, 572-584. )

Enhancing customer satisfaction with chatbots: the influence of anthropomorphic communication
styles and anthropomorphised roles. Nankai Business Review International, 2023, 14, 249-271.

Living and working with service robots: a TCCM analysis and considerations for future research. 79 39
Journal of Service Management, 2022, 33, 165-196. :

The TRISEC framework for optimizing conversational agent design across search, experience and
credence service contexts. Journal of Service Management, 2022, ahead-of-print, .

Virtual agents in the public service: examining citizens&€™ value-in-use. Public Management Review, 2024, 4.9 6
26, 73-88. )

Alexa, what do we know about conversational commerce? Insights from a systematic literature

review. Psychology and Marketing, 2022, 39, 1129-1155.




56

58

61

63

65

67

69

72

74

CITATION REPORT

ARTICLE IF CITATIONS

Impact of customer experience on attitude and utilization intention of a restaurant-menu curation

chatbot service. Journal of Hospitality and Tourism Technology, 2022, 13, 527-541. 3.8 14

The hard-working virtual agent in the service encounter boosts customer satisfaction. International

Review of Retail, Distribution and Consumer Research, 2022, 32, 388-404.

The role of the humanisation of smart home speakers in the personalisationa€“privacy paradox.

Electronic Commerce Research and Applications, 2022, 53, 101146. 5.0 10

Does the digitalization of retailing disrupt consumersd€™ attachment to retail places?. Journal of
Retailing and Consumer Services, 2022, 67, 102958.

Human vs. Al: Understanding the impact of anthropomorphism on consumer response to chatbots
from the perspective of trust and relationship norms. Information Processing and Management, 2022, 8.6 61
59, 102940.

The Role of a Chabot Personality in the Attitude of Consumers Towards a Banking Brand. Lecture
Notes in Networks and Systems, 2022, , 390-400.

Trust and digital privacy: willingness to disclose personal information to banking chatbot services.

Journal of Financial Services Marketing, 2023, 28, 337-357. 34 20

Chatbots in the frontline: driversAof acceptance. Kybernetes, 2023, 52, 3781-3810.

PEACE: A Model of Key Social and Emotional Qualities of Conversational Chatbots. ACM Transactions

on Interactive Intelligent Systems, 2022, 12, 1-29. 3.7 4

Reducing deviant consumer behaviour with service robot guardians. Journal of Services Marketing,
2023, 37, 276-286.

Developing a service quality scale for artificial intelligence service agents. European Journal of

Marketing, 2022, 56, 1301-1336. 2.9 o

Processus Achat 5.0 et Acheteurs AugmentA©s : L&€™IA collective avec chat-bots dotA©s d&4€ ™aversion au risque ,,
post-COVID-19. Revue FranASaise De Gestion Industrielle, 2022, 36, 83-111. ‘

Emotional Communication Between Chatbots and Users: An Empirical Study on Online Customer

Service System. Lecture Notes in Computer Science, 2022, , 513-530. 1.3 1

The impact of anthropomorphism on customer satisfaction in chatbot commerce: an experimental
study in the food sector. Electronic Commerce Research, 2023, 23, 2789-2825.

Opposing Effects of Response Time in Humana€“Chatbot Interaction. Business and Information Systems

Engineering, 2022, 64, 773-791. 61 10

An investigation on trust in Al-enabled collaboration: Application of Al-Driven chatbot in
accommodation-based sharing economy. Electronic Commerce Research and Applications, 2022, ,
101164.

Virtual agents and flow experience: An empirical examination of Al-powered chatbots. Technological

Forecasting and Social Change, 2022, 181, 121772. 11.6 31

The Impact of Tourista€“Robot Interaction on Tourist Engagement in the Hospitality Industry: A

Mixed-Method Study. Cornell Hospitality Quarterly, 2023, 64, 246-266.




78

80

82

84

86

88

90

92

94

CITATION REPORT

ARTICLE IF CITATIONS

Chatbots and service failure: When does it lead to customer aggression. Journal of Retailing and o4 25
Consumer Services, 2022, 68, 103044. .

Al anthropomorphism and its effect on users' self-congruence and selfa€“Al integration: A theoretical

framework and research agenda. Technological Forecasting and Social Change, 2022, 182, 121786.

Coping with workplace sexual harassment: Social media as an empowered outcome. Journal of 102 4
Business Research, 2022, 150, 165-178. :

Building trust with voice assistants for apparel shopping: The effects of social role and user
autonomy. Journal of Global Fashion Marketing, 2023, 14, 5-19.

The influence of chatbot humour on consumer evaluations of services. International Journal of 1.6 29
Consumer Studies, 2023, 47, 545-562. :

The searching artificial intelligence: Consumers show less aversion to algorithma€recommended
search product. Psychology and Marketing, 2022, 39, 1902-1919.

A literature review on users' behavioral intention toward chatbots' adoption. Applied Computing and

Informatics, 2022, ahead-of-print, . 59 18

Al is better when I'm sure: The influence of certainty of needs on consumers' acceptance of Al
chatbots. Journal of Business Research, 2022, 150, 642-652.

Enhancing customer satisfaction with chatbots: The influence of communication styles and

consumer attachment anxiety. Frontiers in Psychology, 0, 13, . 21 6

Impacts of an Al-based chabot on college studentsa€™ after-class review, academic performance,
self-efficacy, learning attitude, and motivation. Educational Technology Research and Development,
2022, 70, 1843-1865.

Towards User-Centric Guidelines for Chatbot Conversational Design. International Journal of

Human-Computer Interaction, 2024, 40, 98-120. 4.8 13

a€ceHow mAy | help you today?a€-The use of Al chatbots in small family businesses and the moderating role
of customer affective commitment. Journal of Business Research, 2022, 153, 329-340.

Good Morning Chatbot, Do | Have Any Meetings Today? Investigating Trust in Al Chatbots in a Digital

Workplace. IFIP Advances in Information and Communication Technology, 2022, , 105-117. 0.7 1

Why Do SMEs Adopt Artificial Intelligence-Based Chatbots?. [EEE Transactions on Engineering
Management, 2024, 71, 1773-1786.

Al vs. Human. Advances in Marketing, Customer Relationship Management, and E-services Book Series, 0.8 o
2022,,160-178. :

Should the chatbot a€cesave itselfa€-or &€cebe helped by othersa€? The influence of service recovery types on
consumer perceptions of recovery satisfaction. Electronic Commerce Research and Applications, 2022,
55,101199.

Impact of Digital Assistant Attributes on Millennialsa€™ Purchasing Intentions: A Multi-Group Analysis

using PLS-SEM, Artificial Neural Network and fsQCA. Information Systems Frontiers, O, , . 6.4 12

Anthropomorphism in Al-enabled technology: A literature review. Electronic Markets, 2022, 32,

2245-2275.




96

98

100

102

104

106

108

110

112

CITATION REPORT

ARTICLE IF CITATIONS

Explainable Al: The Effect of Contradictory Decisions and Explanations on Usersd€™ Acceptance of Al
Systems. International Journal of Human-Computer Interaction, 2023, 39, 1807-1826.

4.8 7

How do ChatBots look like?., 2022, , .

Fostering positive customer attitudes and usage intentions for scheduling services via chatbots. 79 17
Journal of Service Management, 2023, 34, 208-230. :

Al service impacts on brand image and customer equity: empirical evidence from China. Journal of
Brand Management, 2023, 30, 61-76.

Social Presence and Imagery Processing as Predictors of Chatbot Continuance Intention in

Human-Al-Interaction. International Journal of Human-Computer Interaction, 2023, 39, 1874-1886. 4.8 23

Calming the customers by Al: Investigating the role of chatbot acting-cute strategies in soothing
negative customer emotions. Electronic Markets, 2022, 32, 2277-2292.

New Insights into Consumersa€™ Intention to Continue Using Chatbots in the Tourism Context. Journal

of Quality Assurance in Hospitality and Tourism, O, , 1-27. 3.0 o

Anthropomorphic response: Understanding interactions between humans and artificial intelligence
agents. Computers in Human Behavior, 2023, 139, 107512.

Someone out there? A study on the social presence of anthropomorphized chatbots. Computers in 85 30
Human Behavior, 2023, 139, 107513. :

Live support by chatbots with artificial intelligence: A future research agenda. Service Business, 2023,
17, 61-80.

[ta€™s a Match! The effects of chatbot anthropomorphization and chatbot gender on consumer behavior. 102 20
Journal of Business Research, 2023, 155, 113412. :

Al Chatbots in Customer Service: Adoption Hurdles and Simple Remedies. SSRN Electronic Journal, O, , .

What Are theAFactors ThatADrive Al Acceptance: A Meta-Analysis Approach. Lecture Notes in Computer 13 o
Science, 2022, , 329-337. :

Curb your enthusiasm: Examining the customer experience with Alexa and its marketing outcomes.
Journal of Retailing and Consumer Services, 2023, 71, 103220.

Exploring relationship development with social chatbots: A mixed-method study of replika. Computers 85 51
in Human Behavior, 2023, 140, 107600. '

Chatbots in e-commerce: The effect of chatbot language style on customers&€™ continuance usage
intention and attitude toward brand. Journal of Retailing and Consumer Services, 2023, 71, 103209.

Understanding the user satisfaction and loyalty of customer service chatbots. Journal of Retailing o4 39
and Consumer Services, 2023, 71, 103211. .

Implementing scripted conversations by means of smart assistants. Software - Practice and Experience,

2023, 53,1271-1283.




114

116

118

120

122

124

126

128

130

CITATION REPORT

ARTICLE IF CITATIONS

Al-powered touch points in the customer journey: a systematic literature review and research agenda.
Journal of Research in Interactive Marketing, 2023, 17, 620-639.

8.9 6

Replika in the Metaverse: the moral problem with empathy in 8€’It from Bitd€™. Al and Ethics, O, , .

Utilitarian motivations to engage with travel websites: an interactive technology adoption model. 3.0 14
Journal of Services Marketing, 2023, 37, 96-109. :

Influence of chatbots on purchase intention in social commerce. Behaviour and Information
Technology, 2024, 43, 331-352.

Can Al chatbots help retain customers? Impact of Al service quality on customer loyalty. Internet 4.9 16
Research, 2023, 33, 2205-2243. :

How to increase consumer intention to use Chatbots? An empirical analysis of hedonic and utilitarian
motivations on social presence and the moderating effects of fear across generations. Electronic
Commerce Research, 0, , .

Understanding Al-based customer service resistance: A perspective of defective Al features and

tri-dimensional distrusting beliefs. Information Processing and Management, 2023, 60, 103257. 8.6 8

Students’ adoption of Al-based teacher-bots (T-bots) forAlearningAin higher education. Information
Technology and People, 2024, 37, 328-355.

Humanizing Chatbots for Interactive Marketing. , 2023, , 255-273. 4

The Omnichannel Service Desk: Live Agents, Chatbots or Both?. SSRN Electronic Journal, 0, , .

Chatbots or me? Consumersd€™ switching between human agents and conversational agents. Journal of o4 13
Retailing and Consumer Services, 2023, 72, 103264. :

Does polarizing personality matter in influencer marketing? Evidence from Instagram. Journal of
Business Research, 2023, 160, 113804.

My doctor is an avatar! The effect of anthropomorphism and emotional receptivity on individuals'
intention to use digital-based healthcare services. Technological Forecasting and Social Change, 2023, 116 15
191, 122505.

VCAs as partners or servants? The effects of information sensitivity and anthropomorphism roles on
privacy concerns. Technological Forecasting and Social Change, 2023, 192, 122560.

Artificial intelligence empowered conversational agents: A systematic literature review and research 102 38
agenda. Journal of Business Research, 2023, 161, 113838. :

Appreciation vs. apology: Research on the influence mechanism of chatbot service recovery based on
politeness theory. Journal of Retailing and Consumer Services, 2023, 73, 103323.

Adoption of artificial intelligence (Al) based employee experience (EEX) chatbots. Information 3.9 12
Technology and People, 2024, 37, 449-478. :

The Gendered Nature of Chatbots. Advances in Web Technologies and Engineering Book Series, 2023, ,

36-78.




CITATION REPORT

# ARTICLE IF CITATIONS

Consumer resistance to service robots at the hotel front desk: A mixed-methods research. Tourism

132 Management Perspectives, 2023, 46, 101074.

5.2 6

Can autonomy level and anthropomorphic characteristics affect public acceptance and trust towards

shared autonomous vehicles?. Technological Forecasting and Social Change, 2023, 189, 122384.

The effect of E-commerce virtual live streamer socialness on consumers' experiential value: an
134  empirical study based on Chinese E-commerce live streaming studios. Journal of Research in 8.9 4
Interactive Marketing, 2023, 17, 714-733.

Chatbot-Based Services: A Study on Customersa€™ Reuse Intention. Journal of Theoretical and Applied
Electronic Commerce Research, 2023, 18, 457-474.

The Role of a Chatbot Personality in the Attitude of Consumers Towards a Banking Brand. Smart

136 Innovation, Systems and Technologies, 2023, , 205-215.

0.6 (0]

Effects of the anthropomorphic image of intelligent customer service avatars on consumers'
willingness to interact after service failures. Journal of Research in Interactive Marketing, 2023, 17,
734-753.

1 Digitale Sprachassistenten als Vertriebsinstrument im B-to-C-Commerce. Edition Sales Excellence, 2023,
38 447-473. 0.2 0

Investigating the factors of customer experiences using real-life text-based banking chatbot: a
qualitative study in Norway. Procedia Computer Science, 2023, 219, 697-704.

Perceived anthropomorphism and purchase intention using artificial intelligence technology:
140  examining the moderated effect of trust. Journal of Enterprise Information Management, 2023, 7.5 9
ahead-of-print, .

| Want to Talk to You: Chatbot Marketing Integration. European Advertising Academy, 2023, , 23-36.

Antecedents of intention to use chatbots in service encounters: A metag€analytic review. International

142 1ournal of Consumer Studies, 2023, 47, 2367-2395. 11.6 2

Factors Affecting Consumers Adoption of Al-Based Chatbots: The Role of Anthropomorphism.
American Journal of Industrial and Business Management, 2023, 13, 195-214.

144  Chat and Voice Bot Implementation for Cardio and ENT Queries Using NLP. , 2023, , . 3

Embodying the Algorithm. , 2023, , .

146  Exploring chatbot trust: Antecedents and behavioural outcomes. Heliyon, 2023, 9, e16074. 3.2 1

Factors affecting user trust and intention in adopting chatbots: the moderating role of technology
anxiety in insurtech. Journal of Financial Services Marketing, O, , .

Customer Experience in Sports Centres: Adaptation and Validation of a Measurement Scale.

148 Systainability, 2023, 15, 5954 8.2 2

How does service robot anthropomorphism affect humanAco-workers?. Journal of Service

Management, 2023, 34, 750-769.




CITATION REPORT

# ARTICLE IF CITATIONS

150 Emotion and trust in virtual service assistant design for effective service recovery. Journal of 9.4 o
Retailing and Consumer Services, 2023, 74, 103368. )

Chatbots and Voice Assistants: Digital Transformers of the Companya€“Customer Interfaced€”A

Systematic Review of the Business Research Literature. Journal of Theoretical and Applied Electronic
Commerce Research, 2023, 18, 995-1019.

Al-based chatbots in conversational commerce and their effects on product and price perceptions.

152 Flectronic Markets, 2023, 33, .

8.1 8

Unpacking the experience of individuals engaging in incentivized false (and genuine) positive reviews:
The impact on brand satisfaction. Journal of Business Research, 2023, 165, 114077.

The influence of anthropomorphic appearance of artificial intelligence products on consumer
154  behavior and brand evaluation under different product types. Journal of Retailing and Consumer 9.4 5
Services, 2023, 74, 103432.

a€ceTouch over techa€: a longitudinal examination of human touch along a travel journey. International
Journal of Contemporary Hospitality Management, 2024, 36, 927-945.

What Makes People Feel Empathy for Al Chatbots? Assessing the Role of Competence and Warmth.

156 International Journal of Human-Computer Interaction, O, , 1-14.

4.8 6

What (de) motivates customers to use Al-powered conversational agents for shopping? The extended
behavioral reasoning perspective. Journal of Retailing and Consumer Services, 2023, 75, 103440.

Why cand€™t we help but love mobile banking chatbots? Perspective of stimulus-organism-response.

158 Journal of Financial Services Marketing, O, , .

3.4 1

The Now, New, and Next of Digital Leadership: How Artificial Intelligence (Al) Will Take Over and
Change Leadership as We Know It. Journal of Leadership and Organizational Studies, 2023, 30, 265-275.

Will Users Continue Using Banking Chatbots? The Moderating Role of Perceived Risk. FIIB Business

160 Review, 0,,231971452311699.

3.1 4

Ai robo-advisor anthropomorphism: The impact of anthropomorphic appeals and regulatory focus on
investment behaviors. Journal of Business Research, 2023, 164, 114039.

Understanding the Impact of Low Personalization on Customersa€™ Prior Negative Experience with

162 yirtual Conversational Agents: A Conceptual Framework. , 2023, , 75-85.

Chatbot or human? The impact of online customer service on consumers' purchase intentions.
Psychology and Marketing, 2023, 40, 2186-2200.

How does material adaptivity ofAsmart objects shape infusionAuse? The pivot role ofAsocial

164 ombeddedness. Internet Research, 2023, ahead-of-print, .

4.9 (0]

How Chatbot Language Shapes Consumer Perceptions: The Role of Concreteness and Shared
Competence. Journal of Interactive Marketing, 2023, 58, 380-399.

Usersa€™ intention to adopt artificial intelligence-based chatbot: a meta-analysis. Service Industries

166 journal, 2023, 43, 1117-1139.

8.3 1

Chatbotsa€™ effectiveness in service recovery. International Journal of Information Management, 2023, ,

102679.

10



CITATION REPORT

# ARTICLE IF CITATIONS

Service chatbot: Co-citation and big data analysis toward a review and research agenda.

168 Technological Forecasting and Social Change, 2023, 194, 122722.

11.6 3

Enhancing value in customer journey by considering the (ad)option of artificial intelligence tools.

Journal of Business Research, 2023, 167, 114142.

Understanding the Application of Al-enabled Chatbots in Luxury Fashion Retailing. Springer Texts in

170 Business and Economics, 2023, , 369-388. 0.3 o

Investigating student acceptance of an academic advising chatbot in higher education institutions.
Education and Information Technologies, 2024, 29, 6357-6382.

Thirty Years of Service Failure and Recovery Research: Thematic Development and Future Research

172 Opportunities From a Social Network Perspective. Journal of Service Research, 2024, 27, 268-282.

12.2 (0]

Exploring users' adoption intentions of intelligent virtual assistants in financial services: An
anthropomorphic perspectives and socio-psychological perspectives. Computers in Human Behavior,
2023, 148, 107912.

174 Chatbots in frontline services and customer experience: An anthropomorphism perspective. 8.2 3
Psychology and Marketing, 2023, 40, 2201-2225. )

Robot service failure and recovery: Literature review and future directions. International Journal of
Advanced Robotic Systems, 2023, 20, .

Patients&€™ Reactions to Anthropomorphic Technologies in Healthcare. The Predictor Roles of Perceived

176 Anthropomorphism and Human-Like Interaction: A Preliminarily Study. , 2023, , 249-260.

An E-Commerce Conversational Virtual Assistant in Service of Mild Cognitive Impairment Patients. ,
2023,,.

Social- or task-oriented: how does social crowding shape consumers' preferences for chatbot

178 onversational styles?. Journal of Research in Interactive Marketing, O, , .

8.9 (0]

The role of chatbotsa€™ human-like characteristics in online shopping. Electronic Commerce Research
and Applications, 2023, 61, 101304.

180 Developing Chatbots for Cyber Security: Assessing Threats through Sentiment Analysis on Social 3.9 o
Media. Sustainability, 2023, 15, 13178. ’

Anthropomorphism and consumer behaviour: A <scp>SPAR&€4a€86LR<[scp> protocol compliant hybrid
review. International Journal of Consumer Studies, O, , .

The application of the sensemaking perspective for the examination of employeesa€™ behavioural

182 responses to the HR chatbot. Organizacija, 2023, 56, 233-246.

1.6 (0]

When frontline robots emerge: theAdouble-edged-sword effect ofAanticipated trust
onAintentionAtoAswitch brands afterAservice failure. Journal of Service Theory and Practice, O, , .

Do chatbots establish &€cehumannessa€«in the customer purchase journey? An investigation through

184 explanatory sequential design. Psychology and Marketing, 2023, 40, 2244-2271.

8.2 4

SloT robots and consumer experiences in retail: Unpacking repeat purchase intention drivers

leveraging computers are social actors (CASA) paradigm. Journal of Retailing and Consumer Services,
2024, 76, 103589.

11



CITATION REPORT

# ARTICLE IF CITATIONS

Can chatbot customer service match human service agents on customer satisfaction? An investigation

186 inthe role of trust. Journal of Retailing and Consumer Services, 2024, 76, 103600.

9.4 1

Predicting the Use of Chatbots for Consumer Channel Selection in Multichannel Environments: An

Exploratory Study. Systems, 2023, 11, 522.

188  Chatbot Analytics mittels Betriebsdaten. Edition HMD, 2023, , 167-192. 0.2 0

Determinants Affecting Consumer Trust in Communication With Al Chatbots. Journal of
Organizational and End User Computing, 2023, 35, 1-24.

Chatbots and young people in emerging economies: Factors affecting user satisfaction. Cogent Social

190 Sciences, 2023, 9, . 1.1 1

Examining Al and Systemic Factors for Improved Chatbot Sustainability. Journal of Computer
Information Systems, O, , 1-15.

Al Chatbot Adoption in SMEs for Sustainable Manufacturing Supply Chain Performance: A Mediational

193 Research in an Emerging Country. Sustainability, 2023, 15, 13743.

3.2 7

Adoption of Al Chatbots in Travel and Tourism Services. Lecture Notes in Networks and Systems, 2024, ,
713-727.

How to leverage anthropomorphism for chatbot service interfaces: The interplay of communication

195 style and personification. Computers in Human Behavior, 2023, 149, 107954.

8.5 (0]

Is It Practical to Utilize Al-Powered Chatbots in Halal Marketing Communications?. Advances in
Logistics, Operations, and Management Science Book Series, 2023, , 34-55.

The Impact of Commercial Chatbots on Customer Relationship Quality: The Mediating Role of Social

197 Perceptions and Psychological Distance*., 2023, , .

The effect of medical artificial intelligence innovation locus on consumer adoption of new products.
Technological Forecasting and Social Change, 2023, 197, 122902.

Exploring the influence mechanism of chatbot-expressed humor on service satisfaction in online

199 ustomer service. Journal of Retailing and Consumer Services, 2024, 76, 103599.

9.4 1

SeekRing empathy or suggesting a solution? Effects of chatbot messages on service failure recovery.
Electronic Markets, 2023, 33, .

A colleague named Max: A critical inquiry into affects when an anthropomorphised Al (ro)bot enters

201 the wor place. Human Relations, O, , .

5.4 (0]

Pepper, just show me the way! How robotic shopping assistants should look and act. Journal of
Consumer Behaviour, O, , .

The blame shift: Robot service failures hold service firms more accountable. Journal of Business

203 Research, 2024, 171, 114360. 1022

A meta-analysis of the effect ofAchatbot anthropomorphism onAthe customer journey. Marketing

Intelligence and Planning, O, , .

12



CITATION REPORT

# ARTICLE IF CITATIONS

5 The dark side of virtual agents: Ohhh nol. International Journal of Information Management, 2024, 75,
05 100721, 17.5 1

Consumers&€™ awareness and attitudes in circular fashion. Cleaner and Responsible Consumption, 2023,

11,100144.

Bridging artificial intelligence-based services and online impulse buying in E-retailing context.

207 Electronic Commerce Research and Applications, 2023, 62, 101333.

5.0 (0]

Supervising or assisting? The influence of virtual anchor driven by Al&€“human collaboration on
customer engagement in live streaming e-commerce. Electronic Commerce Research, O, , .

An Integrated Model of Customersa€™ Intention to Reuse Information Service: Whatd€™s New for

209 Conversational Agents?. Tourism Analysis, 2023, 28, 527-543.

0.9 (0]

Empathic accuracy in artificial intelligence service recovery. Tourism Review, O, , .

Service robots: the dynamic effects of anthropomorphism and functional perceptions on consumersa€™

211 responses. European Journal of Marketing, 2024, 58, 1-32.

2.9 1

Metaverse for Enhancing Customer Loyalty: Effective Strategies to Improve Customer Relationship,
Service, Engagement, Satisfaction, and Experience. SSRN Electronic Journal, 0, , .

Avoiding excessive Al service agent anthropomorphism: examining its role in deliveringAbad news.

213 Journal of Service Theory and Practice, O, , .

3.2 1

Tickling Proactivity: Exploring the Use of Humor in Proactive Voice Assistants. , 2023, , .

015  Investigating the Effects of Dialogue Summarization on Intervention in Human-System Collaborative
Dialogue. , 2023, , .

Anthropomorphic chatbots' for future healthcare services: Effects of personality, gender, and roles
on source credibility, user satisfaction, and intention to use. Technological Forecasting and Social
Change, 2024, 199, 123025.

Would an Al chatbot persuade you: an empirical answer from the elaboration likelihood model.

217 |nformation Technology and People, O, , .

3.2 2

Build Belonging and Trust Proactively: A Humanized Intelligent Streamer Assistant with Personality,
Emotion and Memory. Communications in Computer and Information Science, 2024, , 140-147.

220 Chatbots., 2023, , 37-54. 0

How do system and user characteristics, along with anthropomorphism, impact cognitive absorption
of chatbots &€* Introducing SUCCAST through a mixed methods study. Decision Support Systems, 2024,
178,114132.

Unveiling the factors shaping consumer acceptance of Al assistant services in the hotel industry: a
222 behavioral reasoning perspective. International Journal of Research in Business and Social Science, 0.3 0
2023, 12,99-112.

ChatGPT, yabancAx dil AfAYrencisinin gAlavenilir yapay zekA¢ sohbet arkadaAYA+ mA+dA+r?. RumeliDE Dil Ve Edefiyat

AraAYtAxrmalarAz Dergisi, O, , .

13



224

227

229

231

233

235

237

239

241

14

CITATION REPORT

ARTICLE IF CITATIONS

KAVanstliche Intelligenz. , 2023, , 247-260. 0

Abstract or concrete? The effects of language style and service context on continuous usage

intention for Al voice assistants. Humanities and Social Sciences Communications, 2024, 11, .

Acceptance of Al in Service Scenarios: The Impact of Chatbot Anthropomorphism on Customersa€™
Willingness to Use Continuously. , 2023, , .

Conveying chatbot personality through conversational cues in social media messages. , 2024, 2,
100044.

Influence of artificial intelligence and chatbots on research integrity and publication ethics. Science

Editing, 2024, 11, 12-25. 08 0

Anthropomorphism and Human-Robot Interaction. Communications of the ACM, 2024, 67, 80-85.

ChatGPT: Challenges and Benefits in Software Programming for Higher Education. Sustainability, 2024, 3.9 o
16, 1245. :

How technical features of virtual live shopping platforms affect purchase intention: Based on the
theory of interactive media effects. Decision Support Systems, 2024, 180, 1141809.

Understanding users' voice assistant exploration intention: unraveling the differential mechanisms

of the multiple dimensions of perceived intelligence. Internet Research, O, , . 49 0

Investigating chatbot users&€™ e-satisfaction and patronage intention through social presence and flow:
Indian online travel agencies (OTAs). Journal of Systems and Information Technology, 2024, 26, 89-114.

Serving customers through chatbots: positive and negative effects on customer experience. Journal

of Service Theory and Practice, 2024, 34, 191-215. 3.2 1

The effect of the anthropomorphic design of chatbots on customer switching intention when the
chatbot service fails: An expectation perspective. International Journal of Information Management,
2024, 76, 102767.

Understanding studentsd€™ adoption of the ChatGPT chatbot in higher education: the role of
anthropomorphism, trust, design novelty and institutional policy. Behaviour and Information 4.0 0
Technology, 0, , 1-22.

Rethinking Conversation Styles of Chatbots from the Customer Perspective: Relationships between
Conversation Styles of Chatbots, Chatbot Acceptance, and Perceived Tie Strength and Perceived Risk.
International Journal of Human-Computer Interaction, 0, , 1-21.

Scientific Mapping of Chatbot Literature: A Bibliometric Analysis. International Journal of

Mathematical, Engineering and Management Sciences, 2024, 9, 323-340. 0.7 0

Enhancing corporate brands through service robots: The impact of anthropomorphic design
metaphors on corporate brand perceptions. Journal of Product Innovation Management, O, , .

Informational or emotional? Exploring the relative effects of chatbotsa€™ self-recovery strategies on

consumer satisfaction. Journal of Retailing and Consumer Services, 2024, 78, 103779. 94 0

Marktforschung in der Customer-Dominant Logic. , 2024, , 163-227.




CITATION REPORT

# ARTICLE IF CITATIONS

044 Conversational Repair Strategies toACope withAErrors andABreakdowns inACustomer Service Chatbot 13 o
Conversations. Lecture Notes in Computer Science, 2024, , 23-41. :

Antecedents and consequences of conceptualizing online hyperconnected brand selection. Journal of

Consumer Marketing, 2024, 41, 328-339.

15



