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ABSTRACT

Many service encounters that service employees

previously managed are being transformed into
technology-enabled self-service interactions, including

those in the banking sector. However, scholarly work has

not paid sufficient attention to studying Self-Service

Technologies (SSTs) in service encounters. Thus, the

purpose of this study is to investigate the practices that

customers engage in co-creating value with SSTs in the

banking sector, along with prerequisite capabilities that

customers must possess to complete successful service

transactions. A qualitative approach was used,

conducting semi-structured interviews with 50 banking

customers who use SSTs in the Western Province, Sri

Lanka. The study found seven key-value co-creation  © Faculty of
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INTRODUCTION

Typically, service interactions occur between front-line staff and clients
(Bitner et al., 1990; Czepiel, 1990). Consumers and self-service technology
(SST) are surpassing traditional encounters in increasing numbers (Meuter et
al., 2000). SSTs are becoming more widespread, from traditional high-contact
industries like hotels to low-contact industries like gas filling (Curran et al.,
2003; Meuter et al., 2000). Given the rapid technological advancement, it is
expected that SSTs would continue to evolve and play a larger role in service
delivery than they do currently (Beatson et al., 2006).

Customers interact with retail banks through several self-service
channels, such as Automated Teller Machines (ATMs), Automated Telephone
Banking (ATB), SMS Banking, and Web Banking. Retail banks use a variety
of service channels extensively, and they play an important role in client
relations (Gunawardana et al., 2015). Until the late 1980s, three state-owned
banks dominated the banking sector in Sri Lanka, despite a few private and
foreign banks. Private sector banks began to emerge after the 1980s, when the
banking industry was substantially influenced by information technology
(Madhusanka & Pranthaman, 2018). In Sri Lanka, ATMs were first
implemented, preceded by mobile and electronic banking (Vivekanandan &
Jayasena, 2012; Warf, 2017), and the Cash Deposit Machine (CDM) was
recently launched (Jayathilaka et al., 2020). The banking industry in Sri Lanka
is highly competitive, with 26 commercial banks serving the country's 21.2
million population (Madhusanka & Pranthaman, 2018).

Many prior researchers have pointed out the lack of existing literature
in understanding value co-creation in technological interfaces (Meuter et al.,
2000). Moreover, despite the benefits offered by SSTs, their growth has been
stated to be sluggish in contrast to projected growth rates, specifically in
developing countries (Kanal, 2014), while one of the primary concerns
identified is the lack of widespread SST adoption among customers (Pillai &
Sreedhar, 2014 as cited in Magotra et al., 2019). Therefore, investigating the
customers' practices in co-creating value with the SSTs and the prerequisite
capabilities they must possess in succeeding in the transaction is worthy of
studying to improve the growth of using SSTs. Hence, the purpose of this
research is to investigate the practices that customers engage in co-creating
value with self-service technologies in the banking sector, along with
prerequisite capabilities that customers must possess to complete successful
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service transactions.

Thus, the current research contributes to the existing literature with a
deeper knowledge of the practices that the customers use in co-creating value
with SSTs and the capabilities an individual should possess to use SSTs in the
Sri Lankan commercial banking sector, rather than focusing completely on a
particular model. Additionally, with rapid technological improvements and
growing concerns about technology use in the banking sector, the authors
believe that the study's findings will guide how to optimize the design and
delivery of SSTs to provide a superior customer experience in the banking SST
solutions. This will be accomplished by understanding how customers
collaborate with the banks through SSTs and what skills they require for
effective value co-creation.

The remainder of the paper is organized as follows: the subsequent
section comprises a literature review explaining the paper's topic and
underlying elements, followed by the methodology of the study. Following that,
the data analysis and discussion of the findings are explained. The study
concludes with a brief discussion of the theoretical and managerial
implications, as well as the limitations and prospects for further research areas.

LITERATURE REVIEW
Self-Service Technologies

The competitive nature of today's retail markets has made several
businesses to integrate technology into their service processes (Elliott & Hall,
2005). Self-Service Technology enables customers to complete service
interactions alone without the involvement of a company's service personnel
(Galdolage, 2020). SSTs have grown in popularity among the service sectors
because of rapid technical improvements, low hardware prices, and growing
labor costs (Hagen & Sandnes, 2010). Customers can use SSTs to generate their
services (Kim et al., 2012), lowering costs and increasing efficiency (Kim &
Yang, 2018).

SSTs are characterized as ‘‘technological interfaces that enable
customers to provide a service without direct employee engagement” (Meuter
et al., 2000, p. 50). Technology interfaces empower businesses to delight
customers instantly by allowing them to use technology to solve problems
(Bitner et al., 2002 as cited in Cho & Fiorito, 2010). Most digital technologies
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provide clients with a highly individualized environment (Parise et al., 2016)
that includes rich information and increased interactivity (Galdolage, 2021c).
Customers' interactions with service providers/staff have shifted to interactions
with technology since the introduction of this new service delivery model (Kim
& Yang, 2018).

Nevertheless, the value to the customer is not always enhanced to the
customer as expected (Udunuwara & Wilkin, 2021), while it does not always
ensure customer acceptance when the SSTs are introduced (Galdolage, 2021a).
The addition of SSTs to service interactions has hindered the adoption of
customers into various industries since some customers are indisposed in the
acceptance of SSTs (Wei et al., 2017) proved by the evidence such as some
stores removing self-service checkout facilities with the aim of improving the
service rendered to the customers (Akesson et al., 2014).

To reap the full benefits of technological service innovation, businesses
must work towards reducing the customers’ aversion to SSTs (Liljander et al.,
2006). The most difficult challenge is convincing customers to adopt new
SSTs, which will necessitate significant behavioral changes (Meuter et al.,
2005). The firms should make the necessary improvements in the customer
interactions via SSTs while customers should ensure that their expectations are
met by the services (Fernando & Dinesha, 2019). Hence, it is essential to study
the specific context of SSTs investigating the practices customers need to
undertake in using the SSTs and the capabilities they should possess to succeed
in the completion of the transactions.

Global and Local Contexts of SSTs in the Banking Sector

The banks have joined the SST trend to enhance service delivery, grow
the volume of transactions and preserve tempo with technology while
increasing consumer alternatives including ATMs, mobile and internet
banking. The overall service performance of the worldwide retail banking
industry has stepped forward in current years (Ndubisi et al., 2007). Banks are
being pressured to discover new approaches to enhance customization to offer
an experience that is not unique but also unparalleled (Pine & Gilmore, 2017
as cited in Ugwuanyi et al., 2021).

ATM and a debit card launched this technological revolution, with core
banking soon following suit (customer becoming a customer of the entire bank
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instead of the branch with the branches being interlinked). Though traditional
banks have limited banking hours whereas SSTs are available outside of these
hours, meeting the needs of customers (Marr & Prendergast, 1993 as cited in
Fernando & Dinesha, 2019). Internet banking, another SST which is available
24 hours a day, 7 days a week, initially gave information about the bank’s
products and services, while now it allows monetary transactions. Mobile
banking is another SST that banks actively promote (Kumar & Bose, 2013).
Automated teller machines and debit cards triggered this technological
revolution, and the core banking services quickly followed up. Although
traditional banks have restricted banking hours, SST can be used outside of
these hours, but they are based on customer preferences matching their needs
(Marr & Prendergast, 1993 as cited in Fernando & Dinesha, 2019). Internet
banking and some other SSTs are available 24 hours a day, 7 days a week,
initially which provided information concerning the products and services of
the banks, while financial transactions are allowed at present. Mobile banking
is another facility of SSTs being promoted by the banks (Kumar & Bose, 2013).
According to Bitner et al. (2002) and Lee et al. (2003) the Interactive kiosks
(such as ATM), Internet-based interfaces (such as online banking and online
shopping), and telephone/interactive voice response (IVR) interfaces (such as
telephone banking) are common in-service environments (Baabdullah et al.,
2019). Customer familiarity makes it essential for banks to better handle SST.
If it is widely used, SST can also save a lot of money, but if it is installed and
maintained improperly, the cost will be very high.

However, in comparison with developed nations, the banking industry
in developing nations appears to have a decreased popularity of SSTs, which
results in decreased utilization rates (Sukkar & Hasan, 2005; Migdadi, 2012;
Sharma et al., 2017). This explains why there is little scholarly work in
addressing the subject in underdeveloped nations (Baabdullah et al., 2019).
Before making an investment and time to design, implement, and manage
SSTs, companies need to recognize the consumer's use of SSTs.

As more people complete daily financial transactions without the
assistance of branch staff, the use of self-service banking is increasing
(Augustine, 2013). It is in the late 1980s the widespread use of ICT in the
banking industry in Sri Lanka began (Jayamaha, 2008). Self-service banking
and online banking are the current sales methods in Sri Lanka. A major change
in the banking industry in Sri Lanka resulted from the availability of automated
machines 24 hours a day, 7 days a week. Despite the many benefits of the new
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services, most Sri Lankan bank customers are yet to use the SSTs (Salgado et
al., 2020).

Customer Value Co-Creation in SSTs

Customer collaboration is a core construct in the service literature
(Zeithaml et al., 2006, as cited in Etgar, 2008), so customers always play an
active role in service provision. Here, consumers participate in the execution
of various activities carried out in one or more of the stages of completing the
transactions (Etgar, 2008). The emerging Service-Dominant Logic (SDL)
(Vargo et al., 2004) provided a new perspective for customer collaboration in
service production and quickly became established in the marketing literature.
It proposes a new framework in which services are at the forefront of the
economic exchange system in a country. Management theory and business
practice have long focused on goods-dominant logic, but this may no longer be
in harmony with the modern economy in its basic role of services (Ordanini &
Pasini, 2008).

According to SDL, a service provides the application of knowledge and
skills for the benefit of another unit, making it the basis of any economic or
social exchange. Services and goods are simple devices for performing a
service and can be seen as direct and indirect means of transferring knowledge
and skills during service delivery (Vargo et al., 2004). In addition, the customer
is considered at the center of the stage according to the SDL, while the company
delivers value propositions not just value making the customer always a co-
producer (Ordanini & Pasini, 2008). Co-production makes it possible for you
to fragment your market offers and support one-to-one marketing operations.
In addition, when the customer is involved in the production process, it frees
up costs for labor and allows a company to market an offer at a lower monetary
price, resulting in a win-win situation in the relationship between buyers and
sellers (Fitzsimmons, 1985, as cited in Bendapudi et al., 2003).

Moving towards co-production to increase the perception of value
seems quite logical, especially since the notion of customers creating value for
the company as opposed to the company creating value for customers
(LengnickHall 1996; Prahalad & Ramaswamy 2004; Vargo et al. 2004, as cited
in Auh et al., 2007) seems suitable for a market-oriented organization.
Organizations may perceive that they have no other choice but to accept co-
production in organizing their service delivery process. Customers are
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increasingly empowered to choose what and how many services they want to
produce for themselves, which means that the divide between producer and
customer has become much more blurred. Thus, it seems that one of the
hallmarks of the postmodern marketing era is that “the product is likely to
become less and less a ‘finished’ object and more and more a process into
which the ‘customer’ can immerse oneself and can provide inputs” (Firat et al.
1995, p. 51, as cited in Auh et al., 2007).

Practices from the Practice Theory Perspective

Routinized behaviors comprising of mental and physical activities,
things and the use of them, and the knowledge and understanding (Reckwitz,
2004). Further, according to (Shove & Pantzar, 2005) practices incorporate the
integration of materials, forms of competence, meanings and are made through
their active reproduction. Hence, practices can be recognized as the routinized
ways of doing performed by the respective actors strengthened by specific
capabilities (Cohen, 2007). Capabilities are characterized as a set of “skills and

resources which enable the company to achieve superior performance”
(Harmsen & Jensen, 2004, p.535).

“Material” is a necessary part of practices under the theory of social
practice (SPT). In SPT, “things” are not only symbolic communicators (Warde,
2005, as cited Spotswood et al., 2015), identity or status (Shove & Pantzar,
2005), but often resembled as ‘‘directly implicated in the conduct and
reproduction of daily life’” (Shove & Pantzar, 2005, p. 44). Meanings depend
heavily on the concept of habits, which suggests that a group shares
understandings of significance and thereby unites the group (Spotswood et al.,
2015). “Competences” refer to “embodied knowledge”, whose roots derive
from the studies of Bourdieu (1986, as cited in Spotswood et al., 2015) and
Shilling (1991, as cited in Spotswood et al., 2015).

As of the end of the 1990s, the use of practice theory has been
incorporated into conceptual discussions and empirical research on
consumption as part of the growth of an everyday life analytical approach to
consumption (Groncow & Warde, 2013). As frequently stated, the practice
theory is not coherent. Rather, various theoretical readings share a focus on
how social action is carried out, as well as the comprising and conditioning of
such micro-processes of acting in social life. The most fundamental theoretical
assumption is that actions of social life must be performed out and carried
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continuously and that this monotonous performativity is organized through a
variety of collectively shared practices. Practices are viewed as configurations
of several theoretically similar and interconnected dynamics. Each of the three
elements that coordinate practices, according to Reckwitz (2004), are
understandings, procedures, and engagements. Furthermore, it is the execution
of practices that generates consumption activities and consumption moments
(Warde, 2005). Therefore, the practice theory would be considered as the
theoretical foundation of this study which would reveal the value of co-creation
practices in relation to self-service technologies.

METHODOLOGY

To explore the practices that customers engage in co-creating value with
SSTs in the banking sector, along with prerequisite capabilities that customers
must possess to complete successful service transactions, qualitative inquiries
were conducted using an exploratory research design (Sekaran & Bougie, 2015;
Malhotra & Birks, 2007). The study was conducted in the Western Province in
Sri Lanka via semi-structured interviews with fifty users of SSTs using a non-
probabilistic purposeful sampling technique (Abrams, 2010; Patton, 2002;
Palinkas et al., 2015) in selecting the respondents. A brief introduction and
description of the study were provided at the beginning of the interview,
improving the use and value of the respondents. The respondents were provided
with a formal consent sheet to obtain the respondent's voluntary participation
in the research before the interview. In order to support the transcription, a
request was made to record the interviews. An interview guide was developed
and used to make the process of interviewing seamless, focused, and simple. 30
to 45 minutes were spent for each respondent’s interview. The patterns (themes)
were uncovered, analyzed, and summarized with the use of thematic analysis
(Braun & Clarke, 2006). In providing a valid justification in choosing the
respective themes reading related literature is the final step to be conducted
(Aronson, 1995).

FINDINGS
Value Co-Creation Practices in the Banking Sector

The study found several parameters reclassifying the practices that the
customer engages in the use of SSTs into eight themes as “fulfilling the

2 ¢ 99 ¢ 2 ¢

prerequisites”, “gathering knowledge”, “collecting information”, “cooperating
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with service providers”, “following instructions”, “tolerating process failures”
and “confirming transaction”, “fulfilling the formalities and ending the
process”. Further, “language knowledge”, “computer knowledge”, “internet
knowledge”, “device knowledge”, and “interface knowledge” were recognized
as the capabilities an individual should possess in using SSTs. Above

mentioned themes of practices and capabilities are elaborated as below.

Fulfilling the Prerequisites: Many of the SSTs in the banking sector including
the Automated Teller Machine, Online, Mobile, and Internet Banking require a
particular set of prerequisites to be fulfilled before their initial use. The
respondents stated that to use the ATM, they require a debit card provided with
a PIN that is unique to each customer. Further, in online and internet banking
the registration process should be completed at the initial stage for them to use
it when they want. Similarly, while internet banking can be browsed from a
search engine using the internet browser, mobile banking is enabled once the
respective application is installed on the phone as mentioned by the
respondents. Following includes an example provided by a participant;

Usually before using the ATM, | had to get the card and pin number to
enter from the bank. They ask from us when we open an account whether
we need a card or not. It is required when we use the ATM. Also, | was
introduced with mobile app when | visited the bank for one of the
transactions. There | had to fill a form for the registration, and they
gave me a username and a password to be used in logging to the mobile
app and internet banking as well.

(31 years, Female, Interior Designer)

Gathering Knowledge: This indicates the stage in which the customer of SST
banking facilities tries to gain a particular idea on how to use the facilities in
conducting their banking operations. As mentioned by the respondents, they
seek support from the bank staff to understand how to operate the interfaces of
the mobile application once they get registered at the bank. Further, at the ATM,
if they have no prior experience, they ask the available bank personnel how to
use it or get the support of another customer or a family member. Furthermore,
during this pandemic period, the respondents also mentioned they
received/gained knowledge on the banking websites as well. The following
reflects examples provided by the respondents.

Faculty of Management Studies, Sabaragamuwa University of Sri Lanka
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| was introduced with the facility of the mobile application by the bank
when | got registered to the facility. They clearly explained me on how
to operate it. But later, | again got the support from my son in using it
for few time in understanding how to use it. Also, at the ATM it was him
who helped to start using it for the first time.

(45 years, Female, Government Worker)

Collecting Information: Most of the SSTs require specific transaction
information when using them. The respondents mentioned that, in doing money
transfers or bill payments via mobile applications, you are required to have the
respective account numbers, the branch and bank details of the recipient, and
the existing amount before the transaction being conducted. Furthermore, in the
Cash Deposit Machines, usually they enter the mobile number of the recipient
so that they are informed once the cash is deposited. In addition, to operate the
ATM the respondent should remember the type of account they are using such
as savings or current account. Hence, it is another information the respondent
should possess in doing a transaction using CDMs. The following reflects an
example provided by a participant.

Actually, I use the mobile application to make most of my bill payments
and money transfers. For them, | need to have the correct account
details including the account number, branch, and bank name to whom
| am making the payment to. Also, for the ATM machine | must keep in
mind it is my Savings account | am having the card for, because I have
to select that before doing a transaction

(27 years, Male, IT Security Analyst)

Cooperating with Service Providers: This implies situations where the
customers of SSTs in the banking sector have to be cooperative in the use of
such facilities. Due to this reason, most of the SST facilities are automated
leading to having issues in their operations as well. As mentioned by the
respondents, most of the time the customers have to wait in a queue until it is
their turn to conduct their transaction at the ATM. On the other hand, the
respondents revealed when using the mobile application and internet banking,
there are minor delays in loading the website and receiving the one-time
password required to complete the transactions due to poor internet
connections. Following is an elaboration made by one of the participants.
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| usually do not keep cash in hand. Either | use the ATM or else the
mobile app if | want to make any transfers or bill payments. Sometime
to get cash from the ATM, | had to wait in queues for long when there
are slow customers. But if | want to get cash, | must stay right? Because
staying there is much better than going inside the bank. Also, when it
comes to the mobile app, it is quite convenient. But sometimes there is
a delay in getting the OTPs.

(32 years, Male, Software Engineer)

Following Instructions: This indicates the instructions the customers must
follow in using the SST facilities provided by the banking sector. The
respondents mentioned that in the use of an ATM, they need to select the
language, insert the card, enter the PIN, select the type of the account, select the
type of the transaction and the amount, and finally confirm it following the
sequence of instructions the screen shows to them as reflected below.

It is the ATM | use the most in when it comes to these facilities. So there,
| have to properly follow the instructions given on the screen in selecting
the language, insert the card, enter the pin number, select the type of
the account, select the type of the transaction and the amount of the
transaction in order correctly perform my banking activity. Otherwise,
the transaction will not get completed.

(43 years, Male, Auditor)

Furthermore, when the mobile application and internet banking
facilities are used for banking transactions, the username and password should
be entered as instructed and the one-time password received to the email
address, or the mobile phone number should be entered correctly to complete
the transaction as mentioned by the respondent elaborated as below.

| use the mobile app when I do money transfers and bill payments. So
there, as instructed I first have to enter the password and the username
properly and then follow the instructions properly entering the details,
and finally enter the OTP to complete the transaction. Otherwise, the
transaction will not get successful.

(26 years, Female, Brand Executive)
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Tolerating process failures: SST facilities are operating through an
automated system in most of the banks. Therefore, there can be instances where
the systems will have failures and the customers have to face issues. The
respondents revealed that there are situations where they could not complete the
transactions at the ATM due to the machine being out of cash and closed for
maintenance. Consequently, there are situations where there are system updates
for the mobile applications and internet banking facilities that are informed by
the bank. According to the respondents, customers will not be able to use such
facilities during the process. Hence, the customers have to tolerate such failures
when using the SSTs in the banking sector. Following is an example provided
by a participant.

Once | went to the ATM to get cash for one of my emergencies the screen
reflected that the machine is out of cash and there are even days when
notices are placed for machine maintenance, and | could not attend my
transaction and had to visit the bank. When it comes to the mobile app
there are time when the app cannot be used during system updates. But
usually, the banks send a text message informing them.

(34 years, Male, Graphic designer)

Confirming Transaction: This indicated the stage in which the consumer has
to confirm the transaction conducted using the SST facilities for a banking
transaction. As mentioned by the respondents, once you enter all the details and
enter the amount, the transaction needs to be confirmed through the screen to
complete the transaction. In contrast to the ATM, a window appears in the
mobile app, and internet banking once you enter the details and the one-time
password where the respondent has to confirm whether the details are correct
and confirm the transaction. The following reflects an example provided by the
participant.

Actually, in the ATM even after you enter all the details and the amount
finally, we need to confirm the transaction for it to proceed. Even in
mobile app, usually after the account details and everything is entered
for the transaction, we are again asked to confirm the details in
confirming the transaction where we can recheck what we have entered.

(28 years, Female, Finance officer)
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Fulfilling formalities and ending the process: This reflects the customers
using the SST facilities for banking activities are at the end of the process, they
undergo in completing the transaction by fulfilling the formalities. The
respondents mentioned that the ATMs will reflect whether the consumer needs
a receipt after the transaction or whether you need to perform an additional
transaction once you complete the transaction. Thereafter, the card and the cash
should be taken out by the machine with the receipt if the customer has
requested. Moreover, in the mobile app and internet banking, the consumer
receives the confirmation of the transaction through an email or a text message
to the mobile phone. In addition, the respondents revealed that in using the
CDM s the respondent is allowed to take a receipt if requested at the end of the
process. Following is an example provided by a participant of the study.

So, when using the ATM actually we will be asked whether we need a
receipt.  usually don’t take it. Then I say no to the receipt, take the card
and cash out to end the transaction. When it comes to the mobile App |
get a text message as the confirmation of the transaction. | am not using
the CDM much, but there also as | can remember we can get a receipt
if we request at the end of the transaction.

(28 years, Female, Accounts Manager)

The following figure (Figure 1) summarizes the customer value co-
creation practices in banking self-service technologies.
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Fulfilling the Prerequisites

Gathering knowledge

Collecting information

Cooperating with service providers

Following instructions

Tolerating failures

Confirming transactions

Fullfilling the formalities and ending the process

Figure 1: Customer value co-creation practices with banking SSTs

Customer Capabilities in Value Co-Creation with SSTs in the Banking
Sector

Language Knowledge: The SSTs require the consumers to possess a certain
extent of literacy in use of them in their banking activities. Hence, as the
respondents revealed it is quite convenient as the ATM provides three
languages including, Sinhala, Tamil, and English from which you can choose
before you perform the transaction. However, mobile application and internet
banking, requires the users to possess knowledge of the English language to
operate the interface as mentioned by the respondents. The following reflects
an example from a participant.

When it comes to the ATM, it is quite convenient for all, because it gives
us the three options of Sinhala, English, and Tamil as the languages
representing our nationalities. However, as | think since the mobile app
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and internet banking facilities are in English language you need to
possess some knowledge to use them.
(34 years, Male, Graphic Designer)

Computer Knowledge: This is mostly applicable to the SST facilities provided
by the banking sector for internet and online banking operations. The
respondents mentioned that for the use of internet banking, at least they need to
possess a basic understanding of using the computer to operate it and use such
facilities through the internet browser. The following reflects an example of a
participant revealing the above facts.

Actually, I use internet banking more than the mobile app, as | use my
laptop for most of my work. So, it is easy for me to use that facility for
the banking transactions. However, even if it is familiar to me, I think if
you are to use it you need to have a basic understanding on how to
operate a computer.

(28 years, Female, Finance officer)

Internet Knowledge: Apart from ATM and CDM, the mobile application and
internet banking facilities coming under the SSTs provided by the banking
sector works with the application of internet facilities. Hence, the respondents
mentioned that in using such facilities, they should possess knowledge on how
to get an internet connection to use them, what costs would incur for the internet
packages, and how to operate them via an internet browser and the mobile
application. The following is an example provided by a participant.

| do use the ATM machine at time but rarely the CDM. It is the mobile
app and internet banking | use the most for my banking transactions
when it comes to these facilities. So according to my opinion, as these
are operated through internet, for one to use them, we should know how
to get internet, how to use the internet browser, search for the banking
site and so on. So yes, you need to have some knowledge on the internet
as well.

(32 years, Male, Software Engineer)
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Device Knowledge: The SST facilities are provided either through a bank-
maintained machine or a computer or a mobile phone of the customers.
Therefore, all these facilities are integrated into a device on which the
consumers must have particular knowledge about using them as revealed by the
respondents. They elaborated for the use of ATM and CDM, they need to know
to operate the technical interfaces while for the mobile app, the knowledge to
use a mobile phone and the basic computer skills are required. The following
reflects an example provided by a respondent.

| use all these types of SSTs in my banking activities as | mentioned. So,
when it comes to ATM and CDM, they are machines at the banking
facility. Therefore, | should know how to operate them. When it comes
to the mobile app, obviously you should know how to operate it through
your phone. Internet banking can be done from your computer using an
internet browser, so for that too you need to have that device knowledge
in operating the computer.

(27 years, Male, IT Security Analyst)

Interface Knowledge: SST facilities have a particular interface on which the
customers have to do their banking transactions. The respondents revealed the
interfaces of ATM and CDM are much similar in the device screen and the
buttons provided to operate. Similarly, the mobile application and internet
banking interfaces are similar in operating as mentioned by the respondents.
However, it was further revealed that, to use the SSTs in the banking sector, it
is important that the customers should possess some knowledge on how to use
the navigations and tabs to operate the technical interfaces as illustrated by the
following example provided.

When it comes to all these ATMs, CDMs, mobile app, and internet
banking everything has a particular technical interface. They are
similar from bank to bank. Yes, it is. But still, without knowing how to
navigate in those interfaces and open tabs and stuff like that, 7 don 't
think you can use them.

(34 years, Male, Graphic Designer)

The following figure (Figure 2) summarizes the prerequisite customer
capabilities for the successful completion of SST banking transactions.
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Figure 2: Customer capabilities in co-creating value with banking SSTs

DISCUSSION, RECOMMENDATIONS, AND FUTURE RESEARCH
DIRECTIONS

This study found eight practices that customers engage in co-creating
value with the SSTs while five prerequisite capabilities that customers must
possess in succeeding the transactions concerning Sri Lanka's commercial
banking sector.

Even though previous literature does not offer direct evidence on value
co-creation practices with SSTs in the banking sector, there were few similar
findings. Value co-creation practices have been recognized to resemble a strong
positive impact on the customer’s functional experiences in relation to SSTs
(Galdolage, 2021b). The customers engage in co-production in SSTs with the
integration of resources (Hilton et al., 2013). According to Yi and Gong (2013),
value co-creation takes place via activities of information seeking and knowing
(Neghina et al., 2015). This is similar to the findings of the present study in
gathering knowledge and collecting the respective information.

McColl-Kennedy et al. (2012) have highlighted the fact that the creation
of value being cooperative with the SSTs is also important which complements
the findings of the study. Connecting with the organization when necessary
(Randall et al., 2011) is also recognized as important in getting recovery actions
(Heidenreich et al., 2015) which are similar to tolerating the process failure
informed by the bank through text messages to the mobile phone or via notices
at the bank.
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Similar to the findings of the present study, the importance of consumer
knowledge and skills has been recognized in prior literature (Hilton et al., 2013)
pointing out the need of focusing on them in the designing stage of
technologies. Aligning with the study’s findings, Liljander et al. (2006) and
Meuter et al. (2003) have recognized the importance of identifying the state of
mind of customers and their ability in the evaluation of SSTs. Hence, the
computer, internet, device, interface, and language knowledge are important to
be considered by the banks in promoting SST facilities.

Further, it has been highlighted that it is important to assess the abilities
of the consumers in the SST trials (Meuter et al., 2005). Thus, when the
customer co-creates value through technological interfaces (Gronroos &
Ravald, 2011), the customers are required to acquire new capabilities and
knowledge on using them (Payne et al., 2008). Therefore, it has been recognized
as the responsibility of the respective organization to instruct the customers
(Zhao et al., 2008) making them comfortable to use them alone.

Theoretical Contributions

Though previous scholars have focused on service encounter research,
there is a lack of existent literature in understanding value co-creation and
technological interfaces., Despite the benefits of SSTs, the growth rate is stated
to be lower in developing countries. In such a backdrop, this study enriches the
literature surrounding value co-creation and self-service technologies. It
uncovers eight customer value co-creation practices with SSTs in banking:
“fulfilling the prerequisites”, “‘gathering knowledge”, “collecting information”,
“cooperating with service providers”, “following instructions”, “tolerating
process failures” and “confirming transaction”, “fulfilling the formalities and
ending the process”. Additionally, the study found prerequisite capabilities that
customers must possess in succeeding the SST transactions: ‘language
knowledge, ‘computer knowledge’, internet knowledge’, ‘device knowledge,
‘interface knowledge’.

Managerial Implications

Overall, the study provides a broad understanding of the practices the
customers engage in using the available SSTs in the commercial banking sector
and the capabilities they should possess in using them. Banks can use these
insights to make SST-based banking transactions more comfortable for the
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customers initiating through the registration process and issue of cards in
fulfilling the prerequisites which would encourage them to use and recommend
the facilities to others. In supporting the knowledge gathering by the customers
in using the SST facilities, the banks could educate the potential customers
using displays at the Kiosks with instructions and also use leaflets to advertise.
Moreover, when it comes to the collection of information, the banks can make
the facilities more convenient by making them save the favorite transfers and
the bill payment which would improve the efficiency in the transactions. The
cooperation of the customers is rendered since they tend to use the SST
facilities. Hence, to encourage the customers further, the banks can increase the
availability of ATMs and CDM kiosks to reduce the waiting in queues. In
addition, appropriate actions must be taken to prevent the process failures such
as system updates and machine maintenance during working hours which
would discourage the use of SSTs.

With reference to the capabilities, the customers should possess the use
of SST facilities in the commercial banking sector in Sri Lanka. The banks can
take several actions to improve the use by working against the barriers of
knowledge. To cater the language knowledge, it would be convenient if the
translation could be occupied on the internet and mobile banking applications
similar to the ATM and CDM machines. In addition, conducting
demonstrations at the registration process and displaying displays within the
bank premises catering to the required device and interface knowledge in the
use of such SSTs would encourage the customers to use them.

Limitations and Future Research Directions

The limitation of the study comprises coverage of the western province
only in Sri Lanka as the geographical area while restricting the data collection
to semi-structured interviews. Therefore, empirical validation of the findings of
the present study is suggested as a future research direction incorporating a field
survey. Further, the study can be extended to understand customers' functional
as well as emotional experiences of using SSTs in banking transactions.

ACKNOWLEDGEMENT

The financial assistance received by a research grant ASP/01/RE/MGT/2021/46
from the University of Sri Jayewardenepura is gratefully acknowledged by the
authors. Further, the authors would like to thank the anonymous reviewers for

19
Faculty of Management Studies, Sabaragamuwa University of Sri Lanka



Asian Journal of Management Studies Volume Il Issue |

their excellent reviewer suggestions in completing this study.
CONFLICTS OF INTERESTS

The authors declare no conflicts of interest

REFERENCES

Abrams, L. S. (2010). Sampling “hard to reach” populations in qualitative
research: The case of incarcerated youth. Qualitative Social Work, 9(4),
536-550. https://doi.org/10.1177/1473325010367821

Akesson, M., Edvardsson, B., & Tronvoll, B. (2014). Regular issue paper:
Customer experience from a self-service system perspective. Journal of
Service Management, 25(5), 677-698. https://doi.org/10.1108/JOSM-01-
2013-0016

Aronson, J. (1995). A pragmatic view of thematic analysis. The Qualitative
Report, 2(1), 1-3. https://doi.org/10.46743/2160-3715/1995.2069

Augustine, K. (2013). Self-Service, ATM, and other omnichannel banking:
Omnichannel experience needed.

Auh, S., Bell, S. J., McLeod, C. S., & Shih, E. (2007). Co-production and
customer loyalty in financial services. Journal of Retailing, 83(3), 359—
370. https://doi.org/10.1016/j.jretai.2007.03.001

Baabdullah, A. M., Rana, N. P., Alalwan, A. A., Islam, R., Patil, P., & Dwivedi,
Y. K. (2019). Consumer adoption of self-service technologies in the
context of the Jordanian banking industry: Examining the moderating role
of channel types. Information Systems Management, 36(4), 286-305.
https://doi.org/10.1080/10580530.2019.1651107

Beatson, A., Coote, L. V., & Rudd, J. M. (2006). Determining consumer
satisfaction and commitment through self-service technology and
personal service usage. Journal of Marketing Management, 22(7-8), 853—
882. https://doi.org/10.1362/026725706778612121

Bendapudi, N., & Leone, Robert. P. (2003). Psychological implications of
hysterectomy customer participation in co-production. Journal of
Marketing, 67(January), 14-28.

20
Faculty of Management Studies, Sabaragamuwa University of Sri Lanka



Asian Journal of Management Studies Volume Il Issue |

Bitner, M. J., Booms, B. H., & Tetreault, M. S. (1990). The service encounter:
Diagnosing favorable and unfavorable incidents. Journal of Marketing,
54(1), 71. https://doi.org/10.2307/1252174

Bitner, M. J., Ostrom, A. L., Meuter, M. L., & Clancy, J. A. (2002).
Implementing successful self-service technologies. The Academy of
Management Executive, 16(4), 96-109.
https://doi.org/10.5465/ame.2002.8951333

Braun, V., & Clarke, V. (2006). Using thematic analysis in psychology
Virginia. Qualitative Research in Psychology, 2(3), 77-101.

Cho, H., & Fiorito, S. S. (2010). Self-Service technology in retailing. The case
of retail kiosks. Symphonya. Emerging Issues in Management, 1, 43-55.
https://doi.org/10.4468/2010.1.05cho.fiorito

Cohen, M. D. (2007). Reading dewey: Reflections on the study of routine.
Organization Studies, 28(5), 773-786.
https://doi.org/10.1177/0170840606077620

Curran, J. M., Meuter, M. L., & Surprenant, C. F. (2003). Intentions to use self-
service technologies: A confluence of multiple attitudes. Journal of
Service Research, 5(3), 209-224.
https://doi.org/10.1177/1094670502238916

Czepiel, J. A. (1990). Service encounters and service relationships:
Implications for research. Journal of Business Research, 20(1), 13-21.
https://doi.org/10.1016/0148-2963(90)90038-F

Elliott, K., & Hall, M. (2005). Assessing consumers’ propensity to embrace
self-service technologies: are there gender differences? Marketing
Management Journal, 15(2), 98-107.

Etgar, M. (2008). A descriptive model of the consumer co-production process.
Journal of the Academy of Marketing Science, 36(1), 97-108.
https://doi.org/10.1007/s11747-007-0061-1

Fernando, A. D. M., & Dinesha, P. K. C. (2019). The influence of technology
anxiety on consumer use of self-service technologies in Sri Lankan
banking industry: Moderating role of demographics. 8" International

21
Faculty of Management Studies, Sabaragamuwa University of Sri Lanka



Asian Journal of Management Studies Volume Il Issue |

Conference  on  Management and  Economics,  121-136.
http://ir.lib.ruh.ac.lk/xmlui/handle/iruor/189

Galdolage, B. S. (2020). Do it yourself: Customer self-directed learning in self-
service technologies. Sri Lanka Journal of Management Studies, 2(11),
51-66.

Galdolage, B. S. (2021a). Barriers for Entering the digital world: Exploring
customer value co-destruction in self-service technologies. FIIB Business
Review. https://doi.org/10.1177/23197145211022016

Galdolage, B. S. (2021b). Customer value co-creation intention, Practices, and
experience in self-service technologies. Journal of Scientific Research
and Reports, 27(4), 12-26. https://doi.org/10.9734/jsrr/2021/v27i430375

Galdolage, B. S. (2021c). Prominence of information richness in accepting
online based self-service technologies. Archives of Current Research
International, 21(2), 31-42.
https://doi.org/10.9734/acri/2021/v21i230231

Groncow, J., & Warde, A. (Eds.). (2013). Ordinary Consumption. Routledge.
https://doi.org/10.4324/9780203381502

Gronroos, C., & Ravald, A. (2011). Service as business logic: Implications for
value creation and marketing. Journal of Service Management, 22(1), 5-
22. https://doi.org/10.1108/09564231111106893

Gunawardana, H. M. R. S. S., Kulathunga, D., & Perera, W. L. M. V. (2015).
Impact of self-service technology quality on customer satisfaction: A case
of retail banks in Western Province in Sri Lanka. Gadjah Mada
International Journal of Business, 17(1), 1-24.
https://doi.org/10.22146/gamaijb.6147

Hagen, S., & Sandnes, F. E. (2010). Toward accessible self-service kiosks
through intelligent user interfaces. Personal and Ubiquitous Computing,
14(8), 715-721. https://doi.org/10.1007/s00779-010-0286-8

Harmsen, H., & Jensen, B. (2004). Identifying the determinants of value
creation in the market - A competence-based approach. Journal of
Business Research, 57(5), 533-547. https://doi.org/10.1016/S0148-

22
Faculty of Management Studies, Sabaragamuwa University of Sri Lanka



Asian Journal of Management Studies Volume Il Issue |

2963(02)00319-3

Heidenreich, S., Wittkowski, K., Handrich, M., & Falk, T. (2015). The dark
side of customer co-creation: exploring the consequences of failed co-
created services. Journal of the Academy of Marketing Science, 43(3),
279-296. https://doi.org/10.1007/s11747-014-0387-4

Hilton, T., Hughes, T., Little, E., & Marandi, E. (2013). Adopting self-service
technology to do more with less. Journal of Services Marketing, 27(1), 3—
12. https://doi.org/10.1108/08876041311296338

Jayamaha, R. (2008). Impact of IT in the banking sector. BIS Review.

Jayathilaka, R., Pathiratne, H., Jayanath, C., Perera, H., Wickremasinghe, S., &
Dharmasena, T. (2020). The usage of cash deposit machines: An
empirical analysis of identifying determinant factors. Sri Lankan Journal
of Banking and Finance, 3(01), 1-17.

Kanal, N. (2014). Growth of mobile banking in India “Below

Expectations”:RBI. PTIL. https://www.firstpost.com/tech/news-
analysis/growth-of-mobile-banking-in-india-below-expectations-rbi-
3644293.html

Kim, E. Y., & Yang, K. (2018). Self-service technologies (SSTs) streamlining
consumer experience in the fashion retail stores: The role of perceived
interactivity. Journal of Global Fashion Marketing, 9(4), 287-304.
https://doi.org/10.1080/20932685.2018.1503558

Kim, J., Christodoulidou, N., & Brewer, P. (2012). Impact of individual
differences and consumers’ readiness on likelihood of using self-service
technologies at hospitality settings. Journal of Hospitality and Tourism
Research, 36(1), 85-114. https://doi.org/10.1177/1096348011407311

Kumar, V., & Bose, S. (2013). Adoption of self-service technologies (sst)-a
study on the intention of management students to use internet banking
services. Journal of Contemporary Research in Management, 8(1), 47—
58.

23
Faculty of Management Studies, Sabaragamuwa University of Sri Lanka



Asian Journal of Management Studies Volume Il Issue |

Lee, E.-J., Lee, J., & Eastwood, D. (2003). A two-step estimation of consumer
adoption of technology-based service innovations. The Journal of
Consumer Affair, 37(2), 256-282. https://doi.org/10.1111/j.1745-
6606.2003.tb00453.x

Liljander, V., Gillberg, F., Gummerus, J., & van Riel, A. (2006). Technology
readiness and the evaluation and adoption of self-service technologies.
Journal of Retailing and Consumer Services, 13(3), 177-191.
https://doi.org/10.1016/j.jretconser.2005.08.004

Madhusanka, J. M. T., & Pranthaman, T. (2018). A comparative analysis of
customer satisfaction on self-service technology channels between state
and private banks. The Journal of Business Studies, 2(1), 50-61.
http://www.digital.lib.esn.ac.lk/handle/123456789/3707

Magotra, I., Sharma, J., & Sharma, S. K. (2019). Adoption of self-service
technologies among banking customers: A revisit. International Journal
of Applied Management and Technology, 18(1), 67-72.
https://doi.org/10.5590/ijamt.2019.18.1.05

Malhotra, N., & Birks, D. (2007). Marketing Research: An Applied Approach.
Prentice-Hall.

McColl-Kennedy, J. R., Vargo, S. L., Dagger, T. S., Sweeney, J. C., & van
Kasteren, Y. (2012). Health care customer value co-creation practice
styles.  Journal  of  Service Research, 15(4), 370-389.
https://doi.org/10.1177/1094670512442806

Meuter, M. L., Bitner, M. J., Ostrom, A. L., & Brown, S. W. (2005). Choosing
among alternative service delivery modes: An investigation of customer
trial of self-service technologies. Journal of Marketing, 69(2), 61-83.
https://doi.org/10.1509/jmkg.69.2.61.60759

Meuter, M. L., Ostrom, A. L., Bitner, M. J., & Roundtree, R. (2003). The
influence of technology anxiety on consumer use and experiences with
self-service technologies. Journal of Business Research, 56(11), 899-
906. https://doi.org/10.1016/S0148-2963(01)00276-4

24
Faculty of Management Studies, Sabaragamuwa University of Sri Lanka



Asian Journal of Management Studies Volume Il Issue |

Meuter, M. L., Ostrom, A. L., Roundtree, R. I., & Bitner, M. J. (2000). Self-
service technologies: Understanding customer satisfaction with
technology-based service encounters. Journal of Marketing, 64(3), 50—
64. https://doi.org/10.1509/jmkg.64.3.50.18024

Migdadi, Y. K. A. A. (2012). The developing economies’ banks branches
operational strategy in the era of e-banking: The case of Jordan. Journal
of Emerging Technologies in Web Intelligence, 4(2), 189-197.
https://doi.org/10.4304/jetwi.4.2.189-197

Ndubisi, N. O., Wah, C. K., & Ndubisi, G. C. (2007). Supplier-customer
relationship management and customer loyalty: The banking industry
perspective. Journal of Enterprise Information Management, 20(2), 222—
236. https://doi.org/10.1108/17410390710725797

Neghina, C., Caniéls, M. C. J., Bloemer, J. M. M., & van Birgelen, M. J. H.
(2015). Value cocreation in service interactions: Dimensions and
antecedents. Marketing Theory, 15(2), 221-242.
https://doi.org/10.1177/1470593114552580

Ordanini, A., & Pasini, P. (2008). Service co-production and value co-creation:
The case for a service-oriented architecture (SOA). European
Management Journal, 26(5), 289-297.
https://doi.org/10.1016/j.emj.2008.04.005

Palinkas, L. A., Horwitz, S. M., Green, C. A., Wisdom, J. P., Duan, N., &
Hoagwood, K. (2015). Purposeful sampling for qualitative data collection
and analysis in mixed method implementation research. Administration
and Policy in Mental Health and Mental Health Services Research, 42(5),
533-544. https://doi.org/10.1007/s10488-013-0528-y

Parise, S., Guinan, P. J., & Kafka, R. (2016). Solving the crisis of immediacy:
How digital technology can transform the customer experience. Business
Horizons, 59(4), 411-420. https://doi.org/10.1016/j.bushor.2016.03.004

Patton, M. Q. (2002). Two decades of developments in qualitative inquiry: A
personal, experiential perspective. Qualitative Social Work, 1(3), 261-
283. https://doi.org/10.1177/1473325002001003636

25
Faculty of Management Studies, Sabaragamuwa University of Sri Lanka



Asian Journal of Management Studies Volume Il Issue |

Payne, A. F., Storbacka, K., & Frow, P. (2008). Managing the co-creation of
value. Journal of the Academy of Marketing Science, 36(1), 83-96.
https://doi.org/10.1007/s11747-007-0070-0

Randall, W. S., Gravier, M. J., & Prybutok, V. R. (2011). Connection, trust, and
commitment: Dimensions of co-creation? Journal of Strategic Marketing,
19(1), 3—-24. https://doi.org/10.1080/0965254X.2010.537760

Reckwitz, A. (2004). Toward a theory of social practices: A development in
culturalist theorizing. Practicing History: New Directions in Historical
Writing after the Linguistic Turn, 5(2), 245-263.
https://doi.org/10.4324/9780203335697-23

Salgado, D., Bandara, N., Peiris, T., & Gunathilaka, L. (2020). Consumer
intention towards self-banking services in Sri Lanka: A study based on
Peoples’ bank. 13" International Research Conference, General Sir John
Kotelawala Defence University, Cdm.

Sekaran, U., & Bougie, R. (2015). Research methods for business: A skill
building approach. John Wiley & Sons, Ltd.

Sharma, S. K., Govindaluri, S. M., Muharrami, S. M., & Tarhini, A. (2017). A
multi-analytical model for mobile banking adoption: a developing country
perspective. Review of International Business and Strategy, 27(1), 133—
148. https://doi.org/10.1108/R1BS-11-2016-0074

Shove, E., & Pantzar, M. (2005). Consumers, producers, and practices:
Understanding the invention and reinvention of Nordic walking. Journal
of Consumer Culture, 5(1), 43-64.
https://doi.org/10.1177/1469540505049846

Spotswood, F., Chatterton, T., Tapp, A., & Williams, D. (2015). Analysing
cycling as a social practice: An empirical grounding for behaviour change.
Transportation Research Part F: Traffic Psychology and Behaviour, 29,
22-33. https://doi.org/10.1016/j.trf.2014.12.001

Sukkar, A. Al, & Hasan, H. (2005). Toward a model for the acceptance of
Internet banking in developing countries. Information Technology for
Development, 11(4), 381-398. https://doi.org/10.1002/itdj.20026

26
Faculty of Management Studies, Sabaragamuwa University of Sri Lanka



Asian Journal of Management Studies Volume Il Issue |

Udunuwara, M., & Wilkins, H. (2021). Loyalty Versus Variety in Hotel
Selection Patterns: Evidence from Australia. South Asian Journal of
Tourism and Hospitality, 1(2), 23-53.

Ugwuanyi, Chidera. C., Uduji, Joseph. I., & Oraedu, C. (2021). Customer
experience with self-service technologies in banking sector: Evidence
from Nigeria. International Journal of Business and Systems Research,
15(1), 1. https://doi.org/10.1504/ijbsr.2021.10029513

Vargo, S. L., Lusch, R. F., S. L., Smith, R. H., Hunt, S., Laczniak, G., Malter,
A., Morgan, F., & O’brien, M. (2004). Evolving to a new dominant logic
for marketing. Journal of Marketing, 68.

Vivekanandan, L., & Jayasena, S. (2012). Facilities offered by the banks and
expectations of it savvy banking customers. Procedia - Social and
Behavioral Sciences, 40, 576-583.
https://doi.org/10.1016/j.sbspro.2012.03.233

Warde, A. (2005). Consumption and Theories of Practice. Journal of Consumer
Culture, 5(2). https://doi.org/10.1177/1469540505053090

Warf, B. (2017). South Asia. In E-Government in Asia (pp. 87-115). Chandos
Publishing.

Wei, W., Torres, E. N., & Hua, N. (2017). The power of self-service
technologies in creating transcendent service experiences: The paradox of
extrinsic attributes. International Journal of Contemporary Hospitality
Management, 29(6), 1599-1618. https://doi.org/10.1108/1IJCHM-01-
2016-0029

Yi, Y., & Gong, T. (2013). Customer value co-creation behavior: Scale
development and validation. Journal of Business Research, 66(9), 1279-
1284. https://doi.org/10.1016/j.jbusres.2012.02.026

Zhao, X., Mattila, A. S., & Tao, L. S. E. (2008). The role of post-training self-
efficacy in customers’ use of self-service technologies. International
Journal of Service Industry Management, 19(4), 492-505.
https://doi.org/10.1108/09564230810891923

27
Faculty of Management Studies, Sabaragamuwa University of Sri Lanka



