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Abstract

Being convinced of the importance of online banking, as a new competitive advantage that every bank around the world is rushing to
gain, the following research question motivated the authors to investigate; to what extent is any bank’s website is usable and benefi-
cial to customers? This research is about evaluating Jordanian banks’ websites; we have followed one approach for evaluating these
websites. This approach is evaluating our sample according to the WEBUSE model developed by Chiew and Salim (2003). The re-
sults of the evaluation process have indicated that the banks websites are nearly of close quality in their functional attributes or ser-
vices the bank’s website offers, as well as in the user’s acceptance of other features adopted in the WEBUSE index. Finally, this
research concludes that the chosen sample of Jordanian banks’ websites are of excellent to good quality or usability level.
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1. Introduction

Banking is one of the fields that have entered the Internet strongly,
which has raised the term e-banking. Most of the banks nowadays
have a website as part of its entry into the e-commerce era essen-
tials. According to Francisco Javier Miranda et al. (2006), there
are two alternatives for Internet banking: the first, a bank that
physically exists builds its own website as an additional channel to
reach customers and deliver services to them — sort of gaining a
marketing competitive advantage- and thus getting feedback from
them. The second alternative, is a bank having an Internet-only
presence or what is called a virtual bank. In the case of Jordanian
banks; only the first alternative holds; since every bank in the
sample is a bank that really exist and having a website.

According to Siam (2009), Jordan as a developing country has an
advanced banking system in comparison with other countries in
the region. This progress is due to the political and economic sta-
bility which Jordan enjoys for a long time, accordingly there have
been great advances in the field of e-banking in Jordan since the
year 2001. Since that time, most of the Jordanian banks have con-
structed their own websites.

According to Abu Shanab et al. (2009), most of the Jordanian
banks have adopted some type of Internet usage and have
launched websites to introduce services to their customers. In the
year 2001, there were only two banks that have supported custom-
er’s transactions through their websites, and by the end of 2007
sixteen banks have jumped on the Internet banking wagon.

2. Literature Review

In the last few decades: there were great advances in the different
fields of Information Technology, the Internet, and different tools
for communication. It was a natural result to see that such advanc-

es have great impact on all aspects of our life, medicine, industry,
education, and every other field, not to forget mentioning com-
merce.

Merging the advances we mentioned above have led to the new
era of e-commerce, which caused every enterprise to construct its
own e-commerce website as a competitive advantage. According
to Husain et al. (2009), e-commerce allows organizations to com-
municate with customers, build strong relationships with them, tell
them more easily about their services and know more about
them.Banks sector has also adopted the idea of e-commerce yield-
ing into what is called e-banking in which services offered by
banks to their customers can be accomplished online through the
banks website.

According to Albuquerque et al.(2002), online banking is a grow-
ing part of E-Commerce which provides interactive services such
as: accessing account summary information, paying bills, and
accessing other banking products and services.

Online banking has been around for quite a few years, actually, it
has started in the 1980s and has great advances since that time.
The last decade has seen great advances in Internet banking trans-
actions. Several pieces of legislation have also been introduced in
this area.

Despite the fact that online banking has began in the 1980s, it was
only in the mid of the 1990’s that Internet banking have really
started. What attracts customers to Internet banking is 24/7 availa-
bility and ease of transactions. Studies have estimated that Internet
banking still has a long way to go. Statistics released by FDIC
(Federal Deposit Insurance Corporation) have shown that only
40% of the banks in the U.S. offer Internet banking facilities that
worth mentioning. All others may have an online presence, but do
not have enough online transactions to justify their presence on the
Internet.

According to Siam(2009), Jordan as a developing country has an
advanced banking system in comparison with other countries in
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the region. This progress is due to the political and economical
stability which Jordan enjoys for a long time, accordingly there
have been great advances in the field of e-banking in Jordan since
the year 2001. Since that time, most of the Jordanian banks have
constructed their own websites.

And according to Abu Shanab et al. (2009), most of the Jordanian
banks have adopted some type of Internet usage and have
launched websites to introduce service to their customers. In the
year 2001, there were only two banks that have supported custom-
er’s transactions through their websites, and by the end of 2007
sixteen banks have jumped on the Internet banking wagon.

3. Methodology/Materials

The most important measure for a website quality is its usability,
knowing that if a user could not get the expected results of surfing
a website he will abandon that website. We will try to assess the
usability of some Jordanian banks web sites. The main objective
of this study is to evaluate the usability of the websites of some of
the leading Jordanian banks. In our early literature review phase,
available literature was searched looking for the usability evalua-
tion techniques conducted by other researchers, guidelines and
criteria that will be evaluated were also searched for. The research
methodology the authors followed in this research is presented in
figurel.

The tool we have used for our qualitative evaluation of the web-
sites is a questionnaire that we have built as a web application
named USET (Usability Evaluation Tool), our set of participants
have used this tool to make the evaluation process easy for them.
Other tools available on the web such as the online tools offered
by SEO (Search Engine Optimization) websites. And online tools
offered by Google, to compute the page rank of any website, and
so on. Our sample consisted of seven Jordanian banks web sites,
the Jordanian central bank was excluded because it falls in another
domain which is the .gov domain, in addition to being a bank of
no regular customers, other banks were excluded as well because
they are not literally Jordanian banks, but are universal banks
having branches in Jordan. Table 1 shows the names of the Jorda-
nian banks in the chosen sample.

Literature Review

!
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Fig. 1: Research Methodology

Table 1: The Jordanian Banks Chosen in the Sample

N
(@) Bank's Name Banks Website
1 Bank of Jordan http://www.bankofjordan.com
2 Arab Bank http://www.arabbank.jo
3 Al Ahli Bank http://www.ahli.com/
4 Cairo Amman Bank http://www.cab.jo/
Jordanian Islamic
5 Bank http://www.jordanislamicbank.com/
6 The Housing Bank http://www.hbtf.com/wps/portal
http://www.arabbanking.com.jo/ar/ar-
7 Arab Finance Bank index.html

After reviewing the available literature about usability evaluation,
we have decided to evaluate our sample websites using the criteria
that were discussed in Chiew and Salim(2003), Mustafa and Al-
Zoua’bi(2008) , Toit and Bothma (2009), which we think will be
the most suitable method for evaluating the Jordanian banks web-
sites sector for the following reasons:

. Chiew and Salim (2003), Mustafa and Al-Zoua’bi (2008)
and Toit and Bothma (2009) focused in their studies on four
common evaluation categories namely (Content, organization and
readability), (Navigation and links), (User interface design), and
(Performance and effectiveness).

These categories which are basically developed by Chiew and
Salim (2003) after an extensive study of evaluation tools are
claimed by them to be suitable for evaluating any website.

As we have mentioned above, the categories that we will focus on
in our evaluation process are the categories that have been ex-
tracted from the above literature, some of these categories would
intersect; which indicate clearly that those categories are overlap-
ping.

For evaluating the criteria found in the WEBUSE model we will
use a web application based tool; the USET (Usability Evaluation
Tool) that we have built earlier. Since all of the criteria within this
model are subjective and need to be tested empirically (i.e. by
users). The empirical technique followed for evaluating the crite-
ria found in the WEBUSE model relied on a set of 30 users who
were asked to fill in the questionnaire using the USET tool we
have built earlier. In the USET tool the questions appear on the
top of the window, while in the bottom a full capability browser is
included. The set of questions that should be answered by every
evaluator will show consequently above the website that will be
evaluated, the user will choose his/her answer after evaluating the
criteria and then moves to the next question. The user can’t go to
the next website without answering all the questions related to the
current website. The answers are directly saved in a database and
are then exported to an excel file for further analysis. Screenshots
of the USET tool are given in Figures 2 and 3.

3.1 The questionnaire

The categories that we included within this questionnaire include
Content, Organization and Readability as well as Navigability,
User interface design and Performance and Effectiveness

. Content Organization and Readability

In this category, the user will answer questions regarding his/her
acceptance of the organization of the information within the inter-
face of the website, and how easy is it for a user to find what
he/she is looking for, and to what extent the user is comfortable in
using the website. While it does not make sense to ask users to
evaluate the readability attribute of the website, this is because too
many technical issues are related, and so we decided to use the
tools available on the Internet for evaluation purposes.

. Navigation and Links

This category allows us to assess how easily a user can know
where he is within a website, which is so important for users not
to have the feeling of being lost in the website. In addition to other
attributes that must hold in any website, so as to be considered
navigable, details are given in Table 2

. User Interface Design



http://www.bankofjordan.com/
http://www.ahli.com/
http://www.cab.jo/
http://www.jordanislamicbank.com/
http://www.hbtf.com/wps/portal
http://www.arabbanking.com.jo/ar/ar-index.html
http://www.arabbanking.com.jo/ar/ar-index.html

828

International Journal of Engineering & Technology

This part of the questionnaire is related to the acceptance of the
aesthetic features of the website by users, details are given in Ta-
ble 2

. Performance and Effectiveness

This part of the questionnaire is related to the subjective ac-
ceptance of the evaluators of the response time, download speed
of the home page of the website as well as other features that we
will assess in our questionnaire of functional categories in a quan-
titative manner.

3.2. Evaluators Sample

Our set of evaluators consists of 30 computer science teachers
who work at the Jordanian MOE (Ministry of Education) schools.
15 of them were males and the rest were females with ages rang-
ing from 25 to 45 years old. All of our participants have an equal
knowledge in using a computer and the Internet.

3.3. USET Data Analysis

The answers of the users who have evaluated the websites using
the USET tool were automatically exported to excel sheets. Every
question has four possible answers (strongly agree, agree, disagree,
strongly disagree and not applicable) the categories evaluated
within the WEBUSE model and their corresponding criteria are in
Table 2.

Table 2: The Categories Evaluated within the WEBUSE Model and Their Corre-
sponding Criteria

N
(o]

Category Subcategory

Content, organi-
zation, and read-
1 ability

This website contains most of my interest
material and topics and they are up-to-date.

| can easily find what | want at this website.

The content of this website is well organised.

Reading content at this website is easy.

| am comfortable and familiar with the lan-
guage used.

I need not scroll left and right when reading at
this website.

Navigation and

2 links, I can easily know where | am at this website.

This website provides useful cues and links
for me to get the desired information.

It is easy to move around at this website by
using the links or back button of the browser.

The links at this website are well maintained
and updated.

The website does not open too many new
browser windows when | am moving around.

Placement of links or menu is standard
throughout the website and | can easily rec-
ognise them.

Answers of questions are then transformed into their correspond-
ing merits and then a usability point for each category X, is defined
and calculated as:

x =Y (Merit for each question of the category) / number of ques-
tions

The usability score of each bank is then computed as in Toit and
Bothma (2009). The final usability score of each site is computed
using the following equation:

Overall website score =), Overall Scores of all Categories / Num-
ber of Categories

4. Results and Findings

The results of evaluating the four categories within the question-
naire are presented in Table 3 and Figure2 and Figure 3 computing
the results, the evaluators’ answers were transformed to numeric
values according to the merits given in Table 3

The usability score for each of the four categories for each bank’s
website are presented in Figure 3

Categories Scores

@Contert, organisation, and readability
Wav igation andlinks

OUser interface design
OPerformance and effectiveness

SV gy

Gy s a8
Banks Name

Fig. 2: Distinct Categories Scores

Total usability score

B usabilty score

SN e Al el VIS sl G

Banks Name

Fig. 3: Total Usability Score

Table. 5: Total Usability Score and Corresponding Usability Level

N Ll ad usability score |  usability level

User interface

& design This website’s interface design is attractive.

oY ey 0.79 Excellent

| am comfortable with the colours used at this
website.

las 3 jalall el 0.9 Excellent

oAl Sl 0.92 Excellent

This website has a Consistent Feel and Look

ey el 0.85 Excellent

Little Use of Advertisement

Jasall 5 5l S iy 0.89 Excellent

This website is suitable for audience

SV DY) Sl 0.86 Excellent

~N (oo s W N

A8 paall Ay pll i gal) 0.86 Excellent

This website contains little amount of scroll-
ing or blinking text

Performance and
4 effectiveness

I need not wait too long to download a file or
open a page.

| can easily distinguish between visited and
not-visited links.

This website responds to my actions as ex-
pected.

It is efficient to use this website.

5. Conclusion

This representation reveals that most usable bank’s website be-
longs to the Arabic bank and the less usable one belongs to the
bank of Jordan website. But the difference in score is not that high
and they are approximately close. This study was conducted to
evaluate the websites of some of the Jordanian leading banks, the
evaluation process revealed that these banks’ websites are of ex-
cellent to good quality, and are usable from many different per-
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spectives (i.e. the categories we evaluated in both measures). Dur-
ing the research phases we came up with an idea about how much
is online banking adopted by bank’s customers, this idea was not
that bright; since we did not find people who are using online
banking that easy. If we assume that our set of 30 evaluators are a
random sample selected for evaluation, then the percentage of
users who use online banking service is equal to 0.03 which is
very low.
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