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Abstract

Background: Customers have not completely welcomed the use of e-banking. This study investigated the causal relationship of
the use of Internet technology according to subjective norms, governmental and institutional support.
Methods: This study is a relative-description based on members of staff of the National Bank of Shiraz randomly selected from a
cluster of 260 homes. The (PU) and (PEOU) questioner was used for perceived usefulness and perceived ease of use. The BI and BU
questioner was used for behavior usage and behavior intention. finally, social norms (NS), government and institute support (GS
and IS) were used. The validity and reliability of all was evaluated by Cronbach’s (alpha) and factor analyzer. The structural equation
modeling was achieved using LISREL software (8.8 version) for data analysis.
Results: The results show that SN has direct effect on PU and PEOU, and a direct effect on BI and BU. PU. Also, PU has direct effect on
BI and PU, and indirect effect on BU. GS has direct and indirect effect on BU. IS has direct effect on PU and indirect effect on BI and BU
(P < 0.001).
Conclusions: In general, the proposed model enables managers to strategically frame their service about factors which utilize the
internet directly or indirectly.
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1. Background

For two decades now the need for internet services and
information technology (IT) in organizations, especially in
banks has grown significantly. Communicating with inter-
national counterparts demands the use of IT and internet
services (1). Internet services and the use of IT have helped
banks to run their operations faster and more accurately.
According to the International Telecommunication Union,
one out of every four people in the world uses internet ser-
vices. Majority of bank customers have no interests in us-
ing internet services. Therefore, the perceived cause of cus-
tomers’ resistance to internet services usage can help bank
managers in decision making about increasing customers’
interests (2).

With the emergence of IT and internet, researchers
have developed models based on intention and desire for
predicting acceptance behavior of technology. In this re-
search, the main focus is on Davis’ technology acceptance
and Ajzen’s planned behavior model. The most impor-
tant reason for the development of technology acceptance
models is the structure and feasibility power of acceptance
which according to the technology acceptance model, per-

ceived usefulness and ease of use will lead to an increased
acceptance (3). Studies in fields of technology acceptance
and environmental compliance showed the effect of per-
ceived usefulness and ease of use as the main factors in
technology acceptance. Davis also observed that perceived
usefulness and perceived ease of use are significantly asso-
ciated with each other (This claim has been emphasized by
numerous studies) (4, 5).

According to this model, behavior usage will be af-
fected by individuals’ intention to use a specific system.
The users’ behavior will also be determined by the tech-
nology’s perceived usefulness. Technically, Davis shows the
importance of a person’s perceptions of the usefulness of
a particular technology and its ease of use in accepting a
specific technology. Davis explained the perception of use-
fulness as the degree to which a person believes; using a
particular system will improve his or her job. Likewise, per-
ceiving the ease of use will be determined by the person’s
belief that using a particular system does not require a lot
of effort (4). Perceiving the ease of use can be effective on
behavioral intentions and converting them into behavior
(6, 7). A person’s intention is the individual’s perception
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of a particular behavior (8). In other words, a person’s in-
tention is a possible mental situation that makes a connec-
tion between the individual and his or her action. Based on
the theory of planned behavior, the intention to perform
a behavior is dependent on the person’s attitude toward
the behavior. Indeed, a person’s attitude affects behavior
by transforming to behavioral wills. Since behavioral wills
predict actual behaviors, measuring them is very impor-
tant to business researchers (9, 10).

Behavior is defined as a visible act which is connected
to the person’s belief or intention. Behavior could lead to
negative and positive feelings associated with action or ob-
servation. The belief or perception of users about technol-
ogy, ease of use and usefulness is important. Users will be-
lieve that a technology is useful when they believe that it
is easy to use. To increase the use of information technol-
ogy, users should be convinced that computer is useful and
easy to use. Although the effect of individuals’ perceived
ease of use can change in different situations. If users per-
ceive the internet as useful for their job, they can still use
it despite the possibility that it is a hard work. Therefore,
perceived ease of use is described in the degree to which a
person believes that using a particular technology will be
without any efforts (10, 11).

Some of the research’s results show the effect of subjec-
tive norms on usage behavior and perceived ease of use (7,
10-12). In these researches, normal beliefs are considered
as a variable situation that may take effect from the belief
of friends, family, co-workers, and social groups. To clar-
ify ambiguities and connection between subjective norms
and usage behavior it is expected that a stronger social ef-
fect would lead to acceptance of technologies such as the
internet. Some findings indicate that subjective norm will
affect information technology (11-13). Users believe that the
more they use IT - the more they earn profits. In places
where members of staff are forced to use the internet or
situations where they were under pressure by their col-
leagues to use the internet, the effects of subjective norms
will increase. Results show that when the social pressure to
use technology in organizations increases, it is more likely
that the staff will believe that technology is useful and it
can improve their job performance (14). This result is not
supported in some of the researches (15).

Organizational support is one of the uses of the social
exchange theory, included in the literature of organization
theory (16). In the last two decades, there have been nu-
merous attempts to analyze the nature and formation of
organizational support. In addition, another part of the
researches has been dedicated to evaluate the effects and
consequences of organizational support in the areas of in-
dividuals, organizations, and career (17). The supportive
behavior of leaders and also organizational atmosphere,

can lead to perceived organizational support that is based
on the people’s extended beliefs and feelings about the or-
ganization’s concerns on the future happiness of the or-
ganization’s staff. Therefore, the role of government and
institutional support in encouraging Iranian users is vi-
tal. In organizations, important decisions about technol-
ogy and innovation is taken by management. According to
Lewis, persons who use technology in these organizations
are rarely taken into consideration. Therefore in this situa-
tion, peoples’ intentions, needs and their reasons for resis-
tance against the use of technology should be taken into
consideration by the management (17).

The conceptual model used in this study is based on
the planned theoretical behavior model of Ajzen and Davis’
technology acceptance model developed by Venktash. In
some previous studies, the limitation of these models was
validated according to social and intrapersonal variables.
Although in developing this model, Abbasi added two vari-
ables of organizational and governmental support (16).
Along with the international community in application of
the new findings to solve the problems and create indige-
nous knowledge according to Iranian culture, this model
was examined in the cultural context of the Iranian na-
tional bank.

According to what was said in this study and in order
to identify the causal model of internet technology accep-
tance by the staff of Shiraz national bank and from sub-
jective norm variables, governmental and organizational
supports has been done to gather valuable information for
bank managers to choose a correct method for better inter-
net usage quality.

To evaluate causal relationship based on correlation,
independent variables were introduced as exogenous fac-
tors. Subjective norm is the original exogenous variable
that is considered to directly affect perceived usefulness,
ease of use and behavioral intention. It can also indi-
rectly affect internet usage and organizational support.
Perceived usefulness and ease of use directly affects inter-
net usage and behavioral intention. Organizational and
governmental support can directly affect perceived useful-
ness and internet usage and can also indirectly affect be-
havioral intention. These relationships are shown in Fig-
ure 1.

2. Methods

This research is a descriptive-relative study. The statisti-
cal population of Shiraz National Bank consists of 800 peo-
ple. With the use of Morgan table, samples of 260 members
of staff were chosen cluster style. In this study, ethics and
legal rules were applied. In order to collect data, ensure ac-
curacy and quality of the received data, the aims and im-
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Figure 1. The Purposed Model (16)

portance of the research were explained to the group in
the first stage also writing the name of the attendant was
not compulsory. The attendant should be one of the bank’s
employee and be directing in touch with the bank’s on-
line system. To evaluate ease of use and perceived useful-
ness, Venktash’s questionnaire with 9 questions was used
(4 questions for ease of use and 5 questions for perceived
usefulness) (10). Ball and Venkatesh’s questionnaire was
used for internet usage and behavioral intentions with 8
questions. All of them were measured on the Likert five
point scale (10). A questionnaire by Lewis et al. was used
for social norms (5 questions), governmental support (8
questions), and organizational support (7 questions) (16).
Validity and reliability was measured as good. In general
Content validity refers to how accurately an assessment or
measurement tool taps into the various aspects of the spe-
cific construct in question. In other words, do the ques-
tions really assess the construct in question, or are the re-
sponses by the person answering the questions influenced
by other factors.

Face and Content validity of the questionnaires were
determined by 5 experts that familiar to management sys-
tems through the content validity .In final they have high

agreement about adequacy of test responses. First, two in-
dices of Bartlett and KMO were evaluated. The KMO corre-
lation matrix was 0.9 and it was acceptable. Bartlett for ad-
equacy examination was 5156.530, significance in P value =
0.001.

The Cronbach’s alpha method was used for reliability
test. This index shows the internal reliability which was
achieved for governmental support (0.89), organizational
support (0.88), subjective norm (0.88), perceived useful-
ness (0.88), ease of use (0.88), behavioral intentions (0.88),
and internet usage (0.88). Data was analyzed by version 8.8
of the LISREL software.

3. Results

Prior to analytical tests, normal distribution of scores
was confirmed with the Kolmogorov-Smirnov test.

Table 1 shows the Pearson correlation matrix between
variables and their means. According to this, the relation-
ship between most of the variables was significant. These
coefficients show the relation between external, interme-
diate, and internal variables. The highest mean is related
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to the subjective norm (M = 2.71) while the lowest mean is
related to the perceived ease of use (M = 2.6).

Path analysis is one of the strongest ways of multi-
ple variable analyses. One of the most important soft-
ware for this analysis is the LISREL software. Variables in
causal modeling can be evaluated in three ways: the exoge-
nous variables (that are independent of other variables),
Endogenous variables (that are dependent on one or more
variables) and mediated variables (that affect the relation
between an independent and a dependent variable). This
effect was calculated directly, indirectly, and totally.

Direct effect: According to Table 2, subjective norm is
the first exogenous variable having a positive effect on per-
ceived usefulness (0.11) and perceived ease of use (0.81), but
does not have a direct meaningful relation with behavioral
intention. Perceived usefulness as the second exogenous
variable has a direct meaningful relation with behavioral
intention (0.93) and internet usage (0.55).

Perceived ease of use, as the third exogenous variable,
has a direct meaningful relation only with behavioral in-
tention (0.23). The forth exogenous variable is governmen-
tal support and has a positive meaningful effect on per-
ceived usefulness (0.88), but it has no effect on internet
technology. Organizational support as the fifth exogenous
variable has a direct positive effect on perceived usefulness
(0.29). Behavioral intention as the final exogenous variable
has a direct meaningful effect on internet usage (0.44).

As previously noted, in path analysis, indirect effects
of variables are computable. This calculation can help to
identify factors affecting the relation between variables.

Indirect relation: According to Table 3, subjective norm
indirectly affect behavioral intention (0.29) and internet
usage (0.20) by affecting perceived usefulness and ease of
use. Perceived ease of use has an indirect meaningful rela-
tion with internet usage (0.10) by affecting behavioral in-
tention. As a result of perceived usefulness, governmental
support could have an indirect meaningful relation with
behavioral intention (0.82) and internet usage (0.85). Con-
sidering the high correlation of the two latter variables,
the high effect of governmental support with perceived
usefulness can be effective. By affecting perceived useful-
ness, organizational support has an indirect effect on be-
havioral intentions and internet usage, but behavioral in-
tention does not have any indirect effect on internet usage.

Total relations: Total effect is calculated by sum of di-
rect and indirect effect. Calculation of total effect can dis-
tinguish the fundamental role of each variable with atten-
tion to the final coefficient. This coefficient can facilitate
model correction and placement in the final stage of the
process.

From Table 4, exogenous variables such as perceived
usefulness, governmental support, subjective norms, or-

ganizational support, behavioral intention, and perceived
ease of use, respectively, have the highest total effect on
their endogenous variables. The first two variables, coef-
ficients indicate the two most important variables in Ira-
nian banking, as perceived usefulness of technology and
governmental support.

To evaluate the overall goodness of fit, a model using fit
indexes was utilized. The ratio of Chi-Square to the degree
of freedom is 1.73 and was regarded as good. Goodness of
fit index (GFI), Adjusted goodness of fit index (AGFI), Com-
parative fit index (CFI), Normed fit index (NFI), Relative fit
index (RFI) and Root mean square error of (RMSEA) greater
than or equal to 0.90 for (GFI, NFI, RFI, CFI) indicates a good
model fit. RMSEA values ranging from 0.05 to 0.08 are ac-
ceptable; therefore the RMSEA suggested that our model fit
was acceptable.

In the final model, a direct path of SN on BI, GS and
OS on IS is not significant and an indirect relationship was
recorded.

4. Conclusion

Findings from path analyses emphasized on the effec-
tive variables of internet usage which shows that all of
them played a critical role. Due to the widespread usage
of various communities of IT and internet, different social,
economic, political, and cultural dimensions of these tech-
nologies and their effects should be considered.

In agreement with the pioneers, Ajzen, Venkatesh,
and Taylor, this study shows that subjective norms can-
not directly affect internet usage. Social behavior activists
should affect user’s behavioral intention and technology
usage by changing attitudes in perceived usefulness and
perceived ease of use (9, 10, 12).

Study results show that accepting technology is influ-
enced by the user’s beliefs which are related to his or her
surroundings. These effects can cause a change in a per-
son’s belief in technology and its usage. From the indirect
effects of governmental support on internet usage, it can
be understood that in Iranian culture, governmental sup-
port plays an important role in changing people’s belief
about perceived usefulness and ease of use of IT. This re-
sult is supported by several studies (15, 16). The support-
ive behavior of management can increase a user’s sense of
organizational support and job responsibility. It can also
make organizational changes acceptable. Perceived useful-
ness compared with perceived ease of use has a more direct
and indirect relationship with internet usage. This result is
similar to Ajzen, Taylor, Todd, and Eze’s studies (4, 6, 12). If
users perceive organizational changes as useful, they will
accept changes more easily. Chen believed that by chang-
ing the beliefs in perceived usefulness and ease of use, it be-

4 Interdiscip J Virtual Learn Med Sci. 2015; 6(4):e11995.

http://ijvlms.com/


Tabe Bordbar F et al.

Table 1. Correlation Matrix of External, Internal and Intermediate Variables

Variable Mean Standard Deviation 1 2 3 4 5 6 7

Governmental support 2.64 0.99 1

Organizational support 2.65 0.84 0.23 1

Subjective norm 2.71 0.73 0.21 0.011 1

Perceived usefulness 2.63 0.91 0.95a 0.90a 0.84a 1

Perceived ease of use 2.60 0.95 0.95a 0.95a 0.81a 0.95a 1

Behavioral intention 2.64 0.92 0.84a 0.012 0.02 0.95a 0.97a 1

Internet usage 2.63 0.91 0.95a 0.90a 0.018 0.95a 0.045 0.98a 1

a Significance level is important in the level of 0.01.

Governmental Support Organizational
Support

Internet Usage

0/55

0/29
0/88

0/12

0/93

Perceived Usefulness

Subjective Norm

Perceived Ease of Use
0/23

0/82

0/45

Behavioral
Intention

Figure 2. Final Model

comes possible to achieve this change (14). Abbasi, Lee, and
Turner achieved the same results (5, 15, 16). Considering
the powerful role of subjective norms in creating changes,
managers should be aware of this role.

The suggested model has specific theoretical and prac-
tical applications. Theoretically, by merging the main
elements of available models, there would be increased
model predictability in choosing effective variables and
predicting their behaviors. As this model is created using
an advanced structural equation model, it can be applied
in the real world. This model can determine both posi-
tive and negative factors which are effective in the accep-
tance of new informational systems by users according to

their culture. Identifying and strengthening the positive
factors (especially subjective norms which is this study’s
finding) can accelerate the effectiveness of technology us-
age. One of the limitations of this study, despite data anal-
ysis done by structural equation modeling, is that the in-
terpretation of results as the cause and effect relationship
has its weakness. Lack of attention to cognitive, cultural,
and psychological variables like development, success, and
failure is another limitation of this study. The next limita-
tion is the use of a questionnaire instead of interview or ob-
servation. It is recommended that the examination of this
model should be repeated in universities and other gov-
ernmental or private organizations with the use of better
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Table 2. Estimates of the Direct Effect Coefficient

Variables Estimates

Standardized
parameter

Significance level

Direct effect of
subjective norms on

Perceived
usefulness

0.119 0.01

Perceived ease of
use

0.815 0.006

Behavioural
intention

0.023 0.147

Direct effect of
perceived usefulness
on

Behavioural
intention

0.933 0.031

Internet usage 0.551 0.003

Direct effect of
perceived ease of use
on

Behavioural
intention

0.230 0.003

Direct effect of
governmental support
on

Perceived
usefulness

0.883 0.01

Internet usage 0.011 0.452

Direct effect of
organizational
support on

Perceived
usefulness

0.292 0.004

Internet usage 0.005 0.446

Direct effect of
behavioural intention
on

Internet usage 0.445 0.02

qualitative methods and by placing variables such as moti-
vational factors to facilitate the admission.
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Table 4. Estimates of the Total Effect Coefficient

Variables Direct effects Indirect effects Total effects Significance level

Subjective norm on

Perceived usefulness 0.11 - 0.11 0.001

Perceived ease of use 0.81 - 0.81 0.001

Behavioural intention 0.023 0.29 0.39 0.001

Internet usage - 0.20 0.20 0.001

Perceived usefulness on

Behavioural intention 0.93 - 0.93 0.001

Internet usage 0.55 0.41 0.96 0.001

Perceived ease of use on

Behavioural intention 0.23 - 0.23 0.001

Internet usage - 0.10 0.10 0.001

Governmental support on

Perceived usefulness 0.88 - 0.88 0.001

Internet usage 0.011 0.85 0.86 0.001

Behavioural intention - 0.82 0.82 0.001

Organizational support on

Perceived usefulness 0.29 - 0.29 0.001

Internet usage 0.005 0.28 0.28 0.001

Behavioural intention - 0.27 0.27 0.001

Behavioural intention on

Technology usage - - 0.44 0.001
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Root mean square error (RMSEA) 0.07 < 0.1
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