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Abstract: Innovative use of Information Technology (IT) has transformed most of the world’s industrial economy into 
service economy. The dominant economy today is the one that collects, processes, and distributes information in order to provide 
services to customers. IT has singularly changed basis for competition and how service is provided, evaluated, and hence how 
success is achieved. Organizations constantly look for ways to adopt IT in order to enhance service, satisfy customer, lock out 
competitors, improve business process, and hence make profit. Unfortunately, there are not many decision tools in use today that 
guide organizations in their process of assessing what type of IT to adopt. This paper uses Analytic Hierarchy Process (AHP) to 
demonstrate how different types of IT can be assessed using several criteria to ensure success. The advantages of using this 
proven systematic approach to analyze IT adoption process in service management are discussed. 
 
 
INTRODUCTION 
 
Today's fast-paced world is becoming increasingly characterized by technology-facilitated transactions. Growing 
numbers of customers interact with technology to create service outcomes instead of interacting with a service firm 
employee. Self-service technologies are technological interfaces that enable customers to produce a service 
independent of direct service employee involvement. Examples of IT in service management include automated 
teller machines (ATMs), automated hotel checkout, banking by telephone, and services over the Internet, such as 
Federal Express package tracking and online brokerage services. The adoption of IT to service may require a change 
in the role customers play in the service delivery process in (Fitzsimmons and Fitzsimmons, 1998) and so its 
effectiveness depends on how well it is received by customers.  

Although extensive academic research has explored the characteristics and dynamics of interpersonal 
interactions between service providers and customers in (Bettencourt and Gwinner, 1996; Bitner, 1990; Clemmer 
and Schneider, 1996; Goodwin, 1996; Hartline and Ferrell, 1996) much less research has investigated customer 
interactions with technological interfaces. The continuing proliferation of IT in service management conveys the 
need for research that extends beyond the interpersonal dynamics of service encounters into this technology-oriented 
context. It is increasingly evident that these technological innovations and advances will continue to be a critical 
component of customer-firm interactions. These technology-based interactions are expected to become a key 
criterion for long-term business success.  The growing importance of self-service as a fundamental shift in the nature 
of services has been observed in many sectors of the economy for some years now. Although many academic 
researchers have acknowledged a need for greater understanding in this area in (Meuter et. al., 2000), little is known 
about how interactions with these technological options affect customer evaluations and behavior.  

IT adoption to service management frequently fails to meet user requirements because the customers’ 
requirements may differ from the capabilities of the particular IT. Disappointment with the delivered IT is common 
in crucial applications that support decision making and/or provide services to customers and hence the need for a 
systematic approach to evaluating IT adoption process. Cost-effective deployment of IT resources has become a 
strategic success factor for business firms in (Neilson, 1990). Firms, in a time of growing global competition and scarce 
economic resources, are striving to create efficient organizational structures that include cost-effective (highly 
productive) information system (IS) functions in (Earl, 1996). Organizations are so overwhelmed by the complexity and 
need for urgent need to adopt IT in service management that they are willing and ready to try any type of IT.  Some 
managers think that since they do not have a good understanding of the technology, there is no hope in attempting to 






