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(A Study on the Determinants of Consumers’ Intention
to Switch to New Self-service Technologies
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Abstract This research examines the factors that influence a consumer’s decision to switch to new
self-service technologies. The model related to attitudes, anticipated outcomes and intentions to change
a behavior was assessed using structural equation modeling at the context of a banking industry. The
results revealed that 1) an attitude toward a staff, Internet banking, and an ATM would influence an
attitude toward a bank, 2) an attitude toward Internet banking and ATM influence utility and
enjoyment, and an attitude toward Intemet banking and staff affect social acceptance, 3) an attitude
toward a bank was positively associated with enjoyment, 4) an attitude toward Internet banking had a
positive effect on the intention, but an attitude toward an ATM had a negative one, and 5) both
anticipated outcomes, enjoyment and social acceptance, were found to influence an intention to change
behavior, but utility was found to affect negatively.

Key Words : Self-service Technology, Intention to Change, Consumer Behavior, Social Acceptance.
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