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Application of Kano Model on Online Banking User Experience

HE Xiao-mei, JIANG Yan-tao
(China University of Mining and Technology, Xuzhou 221116, China)

ABSTRACT: The Kano model is used to study online banking, aiming to enhance the satisfaction of user experience. We
present a design model of user experience according to the analysis of relevant data. In the design practice, firstly, we ap-
ply observation, questionnaire and user interview methods to analyze user behavior and user needs of direct banking and
refine design requirements. Then, these needs were classified according to the Kano model. Lastly, the key elements of
user experience for the design of direct banking are obtained. The framework and interface design of direct banking is
proposed according to these critical elements. The result of usability evaluation shows that users have a higher satisfaction

with the direct banking website.
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Fig.1 User experience design model
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