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Abstract: Distributed systems (cloud, microservices, edge) increase operational complexity and reduce centralized 

visibility, challenging client satisfaction. This integrative literature review synthesizes 2018–2024 peer-reviewed research 

on distributed service monitoring, service performance, and IT governance. Using Scopus, IEEE Xplore, ACM Digital 

Library, and SpringerLink, 35 studies were selected. Four themes emerged: (1) evolution from infrastructure monitoring 
to observability (metrics, logs, traces); (2) architectural patterns for monitoring in microservices; (3) service performance 

(reliability, responsiveness, availability) as mediator between monitoring and client satisfaction; (4) IT governance as 

critical enabler translating monitoring data into action. Key gaps include lack of integrated frameworks, limited empirical 

testing, and underexplored multi-cloud contexts. A conceptual framework linking monitoring architecture, performance 

mediators, governance, and client satisfaction is proposed. Findings support SDG 9 by promoting resilient digital 

infrastructure. 
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I. INTRODUCTION 
 

Digital transformation has driven widespread adoption 

of distributed systems such as cloud platforms, 
microservices, and service-oriented architectures. While 

these systems enable flexibility and scalability, they increase 

operational complexity and reduce centralized visibility, 

making service management more challenging (Al-Dhuraibi 

et al., 2020; Dragoni et al., 2022). Localized performance 

issues can propagate across interconnected components, 

directly harming client satisfaction. 

 

Client satisfaction in digital services depends critically 

on reliability, responsiveness, and availability (Santos et al., 

2021; Wamba et al., 2020). To address these challenges, 

organizations increasingly rely on distributed service 

monitoring to support real-time visibility, fault detection, 

and performance optimization (Ghosh et al., 2023). Recent 

literature shows a shift from infrastructure-centric 

monitoring toward observability-based approaches 

integrating metrics, logs, and traces (Brunnert et al., 2022). 

 

However, existing studies examine monitoring, service 
performance, and client satisfaction in isolation. Technical 

research prioritizes architectural efficiency, while 

management studies focus on outcomes without specifying 

enabling monitoring practices. IT governance literature 

treats monitoring as operational rather than strategic (De 

Haes et al., 2021). This fragmentation limits theoretical 

development. This review synthesizes recent research, 

identifies gaps, and proposes an integrated framework 

aligned with SDG 9. 

 

II. METHODOLOGY 
 

A structured literature search was conducted using 

Scopus, IEEE Xplore, ACM Digital Library, and 

SpringerLink. Keywords included: "distributed service 

monitoring," "observability," "client satisfaction," "service 
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performance," and "IT governance." Studies published 

between 2018 and 2024, peer-reviewed, and addressing 

distributed architectures, monitoring, performance, or 

governance were included. Non-peer-reviewed sources, 
purely theoretical papers, and studies of non-distributed 

systems were excluded. Initial searching yielded 247 unique 

records; after screening, 35 articles met all inclusion criteria 

for thematic synthesis. 

 

III. THEMATIC LITERATURE REVIEW 

 
 From Centralized Monitoring to Observability 

Traditional centralized monitoring fails in dynamic 

microservices environments. Observability integrating 

metrics, logs, and distributed traces enables understanding 

system behavior without new instrumentation (Brunnert et 

al., 2022). Ghosh et al. (2023) identify three monitoring 

patterns: pull-based collectors, push-based agents, and 

sidecar proxies. Zhang et al. (2023) recommend hybrid 

black-box/white-box approaches for cloud-native systems. 

 
 Service Performance as Mediator 

Santos et al. (2021) demonstrate that reliability, 

responsiveness, and availability determine client satisfaction 

in digital services. Monitoring enables rapid fault detection 

(reduced downtime) and latency optimization (Wamba et al., 

2020). However, Brunnert et al. (2022) caution that 

observability overhead can degrade performance if poorly 

architected, requiring careful sampling strategies. 

 

 IT Governance: From Data to Action 

Monitoring data alone does not improve satisfaction. 

De Haes et al. (2021) argue that governance mechanisms 

decision rights, accountability structures, performance 

reporting determine whether data triggers action. Syed et al. 

(2020) emphasize sensemaking processes that translate 

monitoring outputs into managerial decisions. Without 

governance, monitoring remains reactive firefighting rather 
than strategic improvement. 

 

IV. SYNTHESIS OF THEMES 
 

 Three Integrative Patterns Emerge: 

 

 Observability architectures enable but do not guarantee 

client satisfaction; 

 Service performance (reliability, responsiveness, 

availability) fully mediates the monitoring-satisfaction 

relationship; 

 Governance moderates translation of monitoring data 

into performance improvements. The literature 

consistently shows that technical sophistication without 

aligned governance produces limited satisfaction gains. 

A persistent gap is the absence of an integrated 

framework linking all three domains. 

 

V. RESEARCH GAPS 
 

 Key Gaps Include: 

 

 Conceptual Gaps: 

No integrated framework explicitly linking monitoring 

architectures, service performance mediators, IT 

governance, and client satisfaction. 

 

 Empirical Gaps: 

Few studies test monitoring-satisfaction relationships 

using client-reported data linked to monitoring metrics. 

 

 Contextual Gaps:  

Multi-cloud, edge, and hybrid environments are 

underexplored; most research focuses on cloud-native 

microservices. 

 

 Methodological Gaps: 

Lack of longitudinal studies and design-science 
research for client-centric monitoring. 

 

VI. CONCEPTUAL FRAMEWORK 
 

The proposed Integrated Distributed Service 

Monitoring (IDS-Monitor) Framework includes five 

interacting components: 

 

 Monitoring Architecture Layer 

Observability tools, tracing, metrics collection 

 

 Service Performance Mediators  

Reliability, responsiveness, availability 

 

 IT Governance Mechanisms  

Decision rights, accountability, reporting, continuous 

improvement 

 
 Client Satisfaction Outcomes 

Perceptions, trust, continued usage 

 

 Environmental Contingencies 

System complexity, architectural type, organizational 

context 

 

Governance moderates the translation of monitoring 

data into performance improvements, which directly affect 

satisfaction. 
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Fig 1 Conceptual Framework: Integrated Distributed Service Monitoring for Client Satisfaction 

 

VII. CONCLUSION 
 

Distributed service monitoring enhances client 

satisfaction only when observability architectures are paired 
with governance that ensures action on performance data. 

The IDS-Monitor framework integrates technical, 

performance, and governance dimensions. For practice: 

prioritize client-facing metrics, embed monitoring in 

service-level governance, and ensure accountability for 

incident response. For research: empirically test the 

framework, address multi-cloud and edge contexts, and 

develop client-centric monitoring metrics. This review 

contributes to SDG 9 by promoting resilient, innovative 

digital infrastructure. 
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