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Abstract:

One of the current challenges for managers in the banking industry is aligning decision-making criteria for selecting information
technology (IT) projects with business objectives. The present study was conducted with the aim of designing a hybrid model
of IT project selection criteria in achieving business objectives of the banking industry through both qualitative and quantitative
approaches. In the qualitative part, the criteria along with indicators were identified using a content analysis approach through
semi-structured interviews, and the content validity of the indicators was assessed. The statistical population of the qualitative
part included senior managers and experts in the banking industry, among whom 12 individuals were selected through
purposive, theoretical, and convenience non-probability sampling. The statistical population of the quantitative part consisted
of 180 experts knowledgeable about the research subject, selected through random sampling. To develop the model, the fuzzy
DEMATEL method was applied, and the findings indicated that the criteria of “alignment with business objectives,”
“competitiveness,” “economic advantage,” “risk management,” “efficient operations,” and “superior service delivery” were
respectively influential in the selection of IT projects in the banking industry. Subsequently, the relationships generated were
tested using structural equation modeling. The findings of this part revealed that all model relationships were confirmed, except
for the correlation between “alignment with business objectives” with “efficient operations” and “superior service delivery,”
as well as the correlation between “competitiveness” and “risk management” with “superior service delivery.” These findings
suggest that IT projects need to be selected in line with business objectives and with a focus on providing up-to-date services.
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Extended Summary

Introduction

The banking industry has witnessed significant transformations in recent decades due to the rapid advancement of
information technology (IT). The rise of digital platforms, electronic banking, and fintech innovations has reshaped not only
the mechanisms of financial transactions but also the strategic alignment of banks with evolving business objectives (Elia &
Mhando, 2023). Technology has enabled banks to streamline processes, improve data flows, and provide efficient digital
services to customers, thereby creating new opportunities for competitiveness and growth (Igder, 2023). In fact, fintech
innovations and shadow banking systems have demonstrated the extent to which technological disruption can redefine financial
markets and influence decision-making at organizational and regulatory levels (Buchak et al., 2018).

A major challenge for contemporary banking managers is aligning decision-making criteria for selecting IT projects with
overarching business goals. Inappropriate project selection often results in wasted resources, operational inefficiencies, and
unsatisfied customers (Entezari et al., 2025). Studies have highlighted that traditional banking systems lack the flexibility to
adapt to dynamic business environments, making it costly and time-consuming to implement new services or respond to
competitive pressures (Almeida et al., 2014; Rad & Rowzan, 2018). Thus, developing hybrid and structured models for project
selection becomes an essential requirement to optimize resource allocation and ensure strategic alignment.

Nevertheless, the failure rate of IT projects remains high worldwide, with many projects suffering from poor definitions,
insufficient management support, or technical limitations (Monserrat et al., 2024). This reinforces the need for methodological

rigor in project selection and evaluation. Advanced decision-making tools, such as fuzzy DEMATEL, have emerged as valuable
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approaches to address the complexity of interrelated criteria and to identify causal relationships among them (da Silva et al.,
2025).

Critical success factors in IT projects have been widely studied, ranging from management support and team capabilities to
cultural adaptability and agile practices (Aditya et al., 2022; Adywiratama et al., 2022; Raharjo, 2023). Furthermore, factors
such as stakeholder involvement, organizational communication, and soft skills have been identified as crucial for project
sustainability and impact (Iriarte & Bayona, 2020; Trigo & Varajao, 2020). As such, the selection of IT projects in the banking
industry must transcend financial and economic considerations and incorporate dimensions of risk management, customer
orientation, and service quality (Yohannes & Mauritsius, 2022).

The growing significance of sustainable finance and Islamic banking also underscores the role of fintech innovations in
managing risk-weighted assets and supporting financial stability (Alzwi et al., 2024). In this context, project selection criteria
should encompass economic value, risk mitigation, alignment with business goals, and superior service delivery (Ma et al.,
2020; Wibowo et al., 2022). Importantly, risk permeates the entire life cycle of IT projects, and effective risk management is
vital for preventing failures and ensuring reliable outcomes (Viathenge & Sang, 2019; Menezes et al., 2019).

From a methodological perspective, decision-making in project selection is inherently complex due to resource constraints,
uncertainty, and the need to integrate diverse organizational objectives. Multicriteria decision-making (MCDM) approaches
have been shown to provide structured solutions for balancing conflicting priorities (Al-Sobai et al., 2020; Wang et al., 2024).
In particular, fuzzy DEMATEL has proven effective in identifying the strength and direction of relationships among criteria,
thus offering more flexibility and robustness in complex decision environments (Kumar et al., 2022).

In the Iranian banking context, challenges such as limited customer satisfaction, misalignment between projects and
organizational goals, and inadequate risk management remain prevalent (Moradi & Askari, 2022; Shojaee & Soltani, 2022).
Recent domestic research emphasizes the importance of new revenue models, customer interaction, and technological
innovation in shaping the evaluation of fintech projects (Aguado-Correa et al., 2023; Ahmad Amouei et al., 2023). These
insights reflect a broader trend toward integrating sustainability, innovation, and competitiveness into project evaluation
frameworks.

Overall, the literature underscores the necessity of hybrid models that combine economic, operational, risk, and customer-
focused criteria for project selection in banking. Previous studies have often relied on analytic hierarchy processes (AHP) or
other single-method approaches, which may overlook the complexity of interrelated factors. By adopting fuzzy DEMATEL
and structural equation modeling (SEM), it becomes possible to better capture the multidimensional nature of project selection
and to provide banking managers with more reliable decision-making tools (Musarat et al., 2024; Pitoyo et al., 2023; Riep et
al., 2023). This study, therefore, aims to design and validate a hybrid model of IT project selection criteria aligned with business
objectives in the banking industry.

Methods and Materials

This research adopted a mixed-method approach, combining qualitative and quantitative phases. In the qualitative stage,
semi-structured interviews were conducted with 12 senior managers and experts in the banking industry. Content analysis was
employed to identify criteria and indicators, and content validity was assessed using expert judgments. Non-essential indicators

were eliminated based on content validity ratio thresholds.
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In the quantitative stage, a survey was distributed among 180 banking experts selected randomly from a population of 289.
The fuzzy DEMATEL method was applied to identify causal relationships among the main criteria and to determine their
relative influence. The resulting model was then tested using structural equation modeling (SEM) with SmartPLS software.
Reliability and validity of constructs were assessed through Cronbach’s alpha, composite reliability, and average variance
extracted (AVE). Discriminant validity was evaluated using Fornell-Larcker criteria.

Findings

The qualitative analysis identified six main criteria for IT project selection: alignment with business goals, competitiveness,
economic advantage, risk management, efficient operations, and superior service delivery. Sub-criteria under each dimension
were also developed and validated.

The fuzzy DEMATEL analysis revealed that “alignment with business goals” was the most influential criterion, whereas
“superior service delivery” was the most influenced. This finding indicates that strategic alignment acts as the driver, while
quality of services constitutes the outcome dependent on other factors. The order of importance for decision-making was:
alignment with business goals, competitiveness, economic advantage, risk management, efficient operations, and superior
service delivery.

Structural equation modeling confirmed 11 out of 15 hypothesized relationships. Notably, the relationship between
alignment with business goals and efficient operations, alignment with business goals and superior service delivery, and
competitiveness and risk management with superior service delivery were not significant. This highlights gaps between
strategic intentions and actual operational and service outcomes.

Reliability analysis showed high internal consistency for all constructs, with Cronbach’s alpha and composite reliability
values exceeding 0.70. Convergent validity was confirmed as all AVE values were above 0.50. The model demonstrated strong
overall fit (GOF > 0.36), indicating robustness of the framework.

Discussion and Conclusion

The findings highlight the primacy of strategic alignment in IT project selection. Projects that align with organizational
goals provide a foundation for competitiveness, economic viability, and risk mitigation. However, the lack of significant
relationships with efficient operations and superior service delivery suggests a gap between strategic vision and execution in
the banking sector. This indicates that while managers prioritize alignment in project selection, operational structures and
service frameworks may not be adequately adjusted to reflect strategic priorities.

Competitiveness was shown to exert significant influence on economic advantage and efficient operations, but not directly
on superior service delivery. This finding implies that market competition primarily drives improvements in efficiency and
cost-effectiveness, which then indirectly shape service quality. Similarly, risk management was found to enhance operational
efficiency but did not directly improve service delivery, underscoring its role in internal process stability rather than customer-
facing outcomes.

The strong role of economic advantage in influencing multiple dimensions emphasizes that financial viability underpins
both operational performance and service outcomes. Projects that maximize return on investment and reduce costs provide the
necessary resources for improving risk management and delivering enhanced services.

Overall, the results suggest that IT project selection in banking must integrate strategic alignment with economic rationality
and competitiveness, while also addressing execution gaps that hinder service improvements. The hybrid model proposed here

provides a structured framework to support banking managers in making informed decisions that balance multiple priorities.
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This study developed and validated a hybrid model of IT project selection criteria for the banking industry. The model
integrates six key dimensions: alignment with business goals, competitiveness, economic advantage, risk management, efficient
operations, and superior service delivery. Using fuzzy DEMATEL and SEM, the study demonstrated the causal relationships
among these criteria and confirmed their validity and reliability.

The results underline the central role of strategic alignment and economic advantage in shaping IT project outcomes. At the
same time, they reveal gaps between strategic intentions and the delivery of efficient operations and superior services.
Addressing these gaps requires strengthening the connection between strategic decision-making and execution frameworks.

This study contributes to the literature by offering a comprehensive, empirically validated model that banking managers can
apply to improve IT project selection. By adopting this model, banks can ensure better alignment of projects with organizational

goals, optimize resource allocation, and ultimately enhance competitiveness and customer satisfaction.
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