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Abstract : Self-service technologies (SSTs) make an important contribution to the daily life of people nowadays. However, the
introduction of SST does not lead to its usage. Thereby, this paper was an attempt on discovery of the most preferred SST in
the customers’  point  of  view.  To fulfill  this  aim,  the Analytical  Hierarchy Process (AHP) was applied based on Saaty’s
questionnaire which was administered to the customers of e-banking services located in Golestan providence, north of Iran.
This study used qualitative factors in association with the intention of consumers’ usage of SSTs to rank three SSTs: ATM,
mobile banking, and internet banking. The results showed that mobile banking get the highest weight in consumers’ point of
view. This research can be useful both for managers and service providers and also for customers who intend to use e-banking.
Keywords : analytical hierarchy process, decision-making, e-banking, self-service technologies, Iran
Conference Title : ICDSM 2014 : International Conference on Decision Sciences and Management
Conference Location : Istanbul, Türkiye
Conference Dates : December 22-23, 2014

World Academy of Science, Engineering and Technology
International Journal of Economics and Management Engineering

Vol:8, No:12, 2014

O
pe

n 
Sc

ie
nc

e 
In

de
x,

 E
co

no
m

ic
s 

an
d 

M
an

ag
em

en
t E

ng
in

ee
rin

g 
Vo

l:8
, N

o:
12

, 2
01

4 
pu

bl
ic

at
io

ns
.w

as
et

.o
rg

/a
bs

tr
ac

ts
/1

55
18

.p
df

ISNI:0000000091950263International Scholarly and Scientific Research & Innovation 8(12) 2014 1

https://publications.waset.org/abstracts/15518.pdf

