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Nowadays, with the expansion of the Internet, deep changes have been taken
place in the traditional structures of service delivery, and the banking industry
has entered a new arena not only in line with other industries but also as one of
the pioneers in using new technologies. Since the only interface between the
bank and the customer is the user interface in the Internet environment, ease of
use or usability, which is the key to the success of websites, has also gained
special importance and not paying attention to this issue lead to the migration of
customers to banks that have more usable websites. The aim of this study was to
identify the appropriate dimensions for evaluating the usability of Internet-banks
using a qualitative method of theme analysis (based on a comprehensive
literature review and interviews with experts) and finally a user-centered
Internet-usability evaluation model was designed. In the proposed model, seven
dimensions of online service effectiveness, perceived security, user effort, usable
design, communicativeness, comprehensiveness and learnability as internal
dimensions as well as satisfaction as a result of usability were introduced. The
distinguishing feature of this model from previous models is the perceived
security dimension in the Internet-Banks context. Since overtime the line

Keywords: between usability and other quality factors was blurred, another innovation of
Usability Evaluation, the proposed model is classifying such terms as the effectiveness of technical
Internet Bank, User- services of the website. In case of Internet-Banks in addition to optimizing
Centered Design, usability dimensions, it is recommended to use secure and easy authentication
Usability methods.
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1. Introduction

Nowadays, with the expansion of the
Internet, deep changes have been taken
place in the traditional structures of
service delivery (Aboobucker & Bao, 2018).
The banking industry has entered a new
arena not only in line with other
industries, but also as one of the pioneers
in using new technologies (Aboobucker &
Bao, 2018). Since websites are the most
important communication tools and
primary interfaces for users (Dianat et al,
2019) in doing their daily activities (Aziz &
Kamaludin, 2018), their ease of use or
usability is a critical factor that determine
the successfulness of the websites (Aziz &
Kamaludin, 2018; Dianat et al, 2019).
Particularly, the ease of use of online
banking is of high importance (Dianat et al,
2019). The vital role of usability has led to
the emergence of several models in the
scientific community (Aziz & Kamaludin,
2018; Dianat et al, 2019). Hence, many
industry experts are working to improve
the usability of the websites. Such a
requirement and the lack of a specific
model for evaluating the usability of the
internet banking websites lead to the
importance of selecting the most
appropriate dimensions and designing a
specialized model in the online banking.

2. Objective

Differentiation and subscription of
dimensions represented in previous
models and frameworks by other
researchers for general website usability,
and the lack of an internet banking website
usability model motivated us to “identify
the appropriate dimensions in the field of
internet banking” as the objective of this
research, and “design and represent a

user-centered Internet bank usability
evaluation model”.

3. Data/Methodology

This study followed a qualitative approach
using theme analysis method, doing a
comprehensive literature review, and
interviewing with experts. In this research,
first, 30 website usability models were
reviewed focusing on 47 dimensions. Then,
semi-structures interviews with 12 main
questions (in addition to one initial
demographic question and one final
question asking for introducing other
experts) were conducted. The main
questions referred to the situation of
Internet banking in Iran, features of a good
Internet banking website, usability of
these websites, and their differences from
the other websites, existing standards and
guidelines, and finally the appropriate
methods for evaluating the usability of the
Internet banking websites. After 41
interviews and theoretical saturation, the
transcripts of the interviews were
implemented and theme analysis was done
using Glaser’s approach. The inter-rater
reliability of the instrument was 83.0
(more than 80.0). hTus, the reliability of
the coders was confirmed and it can be
claimed that the reliability of the research
was appropriate. Finally the user-centred
Internet bank usability evaluation model
was designed, and after getting
confirmation from 10 experts, it was
represented in this article.

4, Results/Findings

In the proposed model, seven dimensions
of online service effectiveness (with 2 sub-
dimensions, i.e., compatibility with users’
banking and technical expectations),
perceived security (with 4  sub-
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dimensions, i.e., secure authentication,
low perceived risk, privacy and
trustfulness), user effort (with 4 sub-
dimensions, i.e., user freedom, user
physical effort, user mental effort, and
time to achieve goal), usable design (with 2
sub-dimensions, i.e., visual structure and
visual design), communicativeness (with 3
sub-dimensions, i.e., online feedback,
online help and online error management),
comprehensiveness  (with 2 sub-
dimensions, i.e., user language and
information quality), and learnability (with
3 sub-dimensions, i.e., speed of learning,
ease of learning, and ability to remember)
were introduced as internal dimensions.
Moreover, satisfaction (with 3 sub-
dimensions, i.e., satisfaction of positive
features, as well as interest and intention
to reuse) was introduced as the result of
usability. The distinguishing feature of this
model from the previous models was the
perceived security dimension in the
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