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Abstract:

In this paper, for the ranking of banking point of sale (POS) a new hybrid model is proposed. The proposed
model is used SERVQUAL, AHP, TOPSIS and DEA approaches. Firstly, using a SERVQUAL approach, customer
expectations and perceptions of service quality are measured. Secondly, using paired comparisons between the
dimensions of service quality and application of analytic hierarchy process (AHP), the weights of dimensions are
calculated. In the third stage, the POS are ranked by TOPSIS approach. Finally, POS efficiency are calculated using
data envelopment analysis (DEA) based on the service quality ranks as output variables and two input variables. The
proposed approach is applied in the ranking of three banking POS. The results show that the proposed model is
useful to rank the banks.
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