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Abstract

This dissertation was written as part of the MSc in Strategic Product Design at the In-

ternational Hellenic University.

In the first part of the Dissertation there is a bibliographical study of e-Government
services in Europe. A more careful approach is conducted at e-Government services in
Greece recording the current situation as well the goals set for the future. Further-
more, there is an analysis of usability in e-Government systems, its benefits and the

challenges in applying User Centered Design in e-services of the Public Sector.

A short research concerning the terms citizens use while searching for e-services in

Greece is recorded, with the help of Google Trends.

After that, a more analytical approach to User Research is recorded. Issues such as

types of User Research, with benefits and challenges are being examined.

In the second part of the Dissertation a protocol for the User Research that will be
conducted is presented. After that, there is an extensive presentation of the User Re-

search results.

In the end, conclusions are recorded with potential suggestion to alter current situa-

tion towards the best.

Ending, | would like to thank my supervisor, Professor Dimitrios Nathanael who guided

and supported me through the accomplishment of my dissertation.
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Introduction

Government services to citizens in Greece are gradually becoming digital,
promising faster and easier services to citizens. Administrative procedures such as the
issuing of social security certificates, declaring VAT status, or having access to one’s
profile and status in the tax authority’s systems are nowadays digitized and may po-
tentially change our collective experience in dealing with government administration.
However, adoption of e-government services in Greece is still typically low compared
to EU standards. One of the reasons may be the poor ergonomic design of such sys-
tems, lacking in usability standards, on user-centered design, cross platform consisten-
cy etc. The aim of this dissertation is to study in detail one or two of these e-
government digital services, run usability testing experiments with prospective users
and propose design alterations for making these services more adapted to citizen

needs.






E-government

E-government (short for electronic government) is the use of electronic communica-
tions devices, computers and the Internet to provide public services to citizens and

other persons in a country or region.

General

Competent e-Government can provide a huge variety of public services to citizens in
an effective and cost saving way, offering better transparency, and wider involvement

of citizens in political matters.

Information and Communication Technologies are already used by government
but e-Government includes, apart from the tools, redefining organizations and proce-
dures, and changing behavior so that public services are offered to citizens in a compe-
tent way, enabling them to accomplish their interactions with government, easily fast-

er, with enormous cost savings for the country overall.

ICT systems are a vital part of government procedures, but it is essential to re-

assure that they will genuinely contribute to the improvement of government services.

According to European Commission’s strategy, Cross-border Digital Public Ser-
vices are considered a high priority; therefore immediate actions are being taken for
their development. These include the formation of European interoperable platforms
such as a joint framework for citizens' electronic identity management (eID), as well as

the promotion of innovation through the Competitiveness and Innovation Programme.

[1](2]

Digital Public Services in Europe

The Digital Public Services dimension includes four indicators: the percentage of inter-
net users who have sent complete forms to a public administration through the web
(e-Government users indicator), the degree of sophistication of a country’s e-

Government services (the pre-filled forms indicator, which measures the number of


https://en.wikipedia.org/wiki/Electronics
https://en.wikipedia.org/wiki/Government
https://en.wikipedia.org/wiki/Computer
https://en.wikipedia.org/wiki/Internet
https://ec.europa.eu/digital-single-market/node/50812

data already known to public administration), the level of completeness of a country’s
e-Government services (the online service completion indicator, which measures the
extent to which the various steps in an interaction with the public administration can
be completed entirely online), and the government’s commitment to open data (open
data indicator). Eurostat data (img 1) show an overall increase of interactive e-
Government services usage from year 2014 to year 2015. More specifically, usage in-
creased in 15 out of 28 countries and fell or remained the same in 10 countries. In Ro-
mania, Bulgaria and Czech Republic less than a tenth of the population submit com-
pleted forms online, with overall not much progress in catching up with the rest of Eu-

rope (except for Czech Republic). [3]
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Image 1: Citizens filling forms via internet [2]

Assessment parameters

Twenty (20) basic e-Government services have been established and are assessed in a
European level based on a common methodology in order to compare the develop-
ment of each country on that field. Twelve (12) of them have to do with citizens and 8

with businesses.



The 12 services for citizens are the following: [2]

1. Income taxes: declaration, notification of assessment
2. Job search services by labor offices
3. Social security benefits
4. Personal documents: passport and driver’s license
5. Car registration (new, used and imported )
6. Application for building permission
7. Declaration to the police
8. Public libraries (availability of catalogues, search tools)
9. Certificates (birth and marriage): request and delivery
10. Enrolment in higher education/university
11. Announcement of moving (change of address)
12. Health related services
The 8 services for businesses are the following: [2]
1. Social contributions for employees
2. Corporate tax: declaration, notification
3. VAT: declaration, notification
4. Registration of a new company
5. Submission of data to statistical offices
6. Customs declarations
7. Environment-related permits
8. Public procurement

In order to quantify the development degree of each service 5 assessment levels have
been determined by EE. [4]



Level 1: Information

This concerns e-services that only provide information material about how to
accomplish them. This kind of info includes the necessary documents, the public bod-

ies involved and the execution order of the transactions.
Level 2: Downloading documents/ One-way Interaction

This includes e-services that provide informative material on how to accomplish
them and official material (application models, documents etc.) which users can down-

load, print and use during their transaction with the public body.
Level 3: Two-way interaction

This includes e-services that, apart from information, provide online forms and
electronic submission. Given the fact that they include online data submission, it goes
without saying that they have a recognition, identification and data protection mecha-

nism.
Level 4: Transaction

E-services apart from online data submission forms, support functions where
user completes the financial transactions that the service contains. This level equals

the full replacement of the corresponding non-electronic service.
Level 5: Personalization

In the case of targeted service supply, the provider proceeds to preventive ac-
tions targeting to promote the service quality and user “friendliness”, while carrying

out some services automatically for the citizen or the business.

This level includes the automated e-services provision, during which the public
body acts providentially having as goal to increase the service quality without needing

the citizen’s or business’s mediation.



e-Government in Greece

During the last two decades, the course of evolution of e-Government is being
recorded in international bibliography as Government 1.0, Government 2.0, Govern-
ment 3.0 etc. An important part of public services of EE members are today at Gov-
ernment 2.0. According to the “Action Plan for E-Government in Greece 2014-2020”, a
minimum goal has been established for Greece to obtain sophistication level between

2.0 and 3.0. [5]

In order to efficiently confront the challenges that such a reform entails, Greek
government will focus on six basic pylons of public reform that will provide a solid base

for the future of public management in Greece long-term: [5]

1. Create a concrete and well-coordinated Public Management

2. Design a public sector that focuses on citizens’ and businesses’ needs and pro-
vides efficient services fully harmonized with the modernized foundations and
simplified procedures.

3. Implementation of a Human Resources strategy fully aligned with the mission
and vision of citizen-centric services that are provided.

4. Reinforcement of higher administrative executives for achieving high perfor-
mance and devotion.

5. Develop a results culture to replace the current transacting approach.

6. Design flexible procedures to promote and support future reforms that will
protect society’s need to enjoy long-term benefits.

Greece has serious shortfall in 72% of “European Digital Scoreboard” indexes,
which shows low performance in broadband access, regular web use, electronic trans-

actions use and electronic supply.

In 2012 Greece reached the higher level for 7 out of 20 basic EE e-Government.
However, its performance as percentage of fully completed e-services in citizens and
businesses in EE in 2010 put her in the last position. During the last period, important
efforts have been made by the Greek Public Administration to adopt digital technolo-
gies for its modernization. The Central digital portal ERMIS, the operation of “DI-
AYGEIA” for promoting transparency, the “TAXIS” system for providing financial ser-
vices are visible results of this effort. It's worth mentioning that 1 in 3 citizens using the
web has performed an e-service of the public sector. [5]

-7-



However, this effort was accompanied by many misfortunes, like almost any
other country in the world. In Greece, those misfortunes were added to the problems
of a non-flexible state, creating many shortfalls. Some of them are the low utilization
of electronic infrastructures, functional overlapping of Information Systems of the pub-
lic sector, lack of interoperability, lack of a common concrete architecture of public in-

formation systems and lack of control and feedback. [5]

Goals

3 strategic directions have been set in order to increase the sophistication level

of the e-Government services in Greece. [5]
Strategic direction 1- Modernization of State and Administration

Three separate goals have been established towards this direction. The first
one is to simplify the procedures improving citizens’ life quality, since at the moment
most Information Systems are merely copying the conventional procedures creating a
new electronic bureaucracy. The second goal is to install an exclusively electronic envi-
ronment of handling, managing and archiving documents, in order to eliminate current
delays in communication between public bodies and reinforce transparency. The third
goal is to create a common policy of supply, manage and maintain the basic infor-

mation infrastructure and services of public sector.
Strategic direction 2- Reconnect citizen with state and administration

5 separate goals have been set towards this direction. The first goal is to pro-
vide a solid integrated management of citizens’ transactions with public services and
improve current lack of communication between systems and organizations. The next
goal is to create a single access point to the public (this is ERMIS gate), which will also
serve as reception point. Currently there are more than 1.000 websites of Greek Public
Sector; this results to fragmentation of information, citizen disorientation and increas-
ing costs. Another goal is to interconnect different passwords of citizens’ authentica-
tion. Next goal is to promote the values of evaluation, cooperativeness and accounta-

bility to eliminate citizens’ distrust to Public Administration. The last goal is to increase



citizen’s digital literacy in order to eliminate the digital gap so that a larger part of citi-

zens can benefit from these new technologies.

Strategic Direction 3- Coordination of horizontal policies of Technologies of In-

formation and Communication in public administration

Two goals have been established towards this direction. The first one is to in-
terconnect the basic citizens’ and businesses’ registers to eliminate the fact that citi-
zens are called to repeatedly submit info they have already been submitted in another
public body. The second goal is to fully utilize the abundance of public information and

strengthen the institutional framework for open data.

e-Estonia

e-Estonia is a term used when referring to Estonia’s movement to simplify citi-
zens’ interaction with the public state of Estonia. It is a success case that emerged out
of the collaboration between a forward-thinking government, a proactive ICT sector

and a tech-savvy population.

Ivar Tallo, the founder and a member of the management board of the e-
Governance Academy states the key reasons for Estonia’s path from concept to reality

in the 90s: [6]

It was a necessity for Estonia to catch up with Western countries and there was
general agreement among the leading thinkers that this could be achieved with the
implementation of new communications and information technologies.

Estonia was a poor country at the time, therefore could not afford to merely transfer
paper bureaucracy online, innovative and resourceful solutions were needed.

It was much easier to introduce changes in a transitional society where new social
norms were just beginning to form.

Estonia is a small country that has technologically progressive Nordic countries as
neighbors.

Sound strategic decisions were made for executing the process, e.g. by engaging
society through Tiger Leap, which involved schools and banks, as well as creating a dig-
ital identity and the unified data exchange layer X-Road.


https://en.wikipedia.org/wiki/Tiigrih%C3%BCpe
https://e-estonia.com/component/x-road/

Estonia’s e-solutions resulted to: [6]

e An extraordinary level of transparency and accessibility in governmental proce-
dures

e Safely and easily exchanging private, government and corporate information
e Healthier and better educated residents with unobtrusive access to social services
e A flourishing environment for business and entrepreneurship

Some examples of e-Estonia’s success are the following: [1] [6]

e i-Voting, a system that allows citizens to vote from anywhere in the world.

e e-Business Register, an innovative and safe tool that enables entrepreneurs to reg-
ister their new business online in just a few minutes (18 minutes in fact), without
having to visit a lawyer or another official.

e Digital signature system, which has flagged the way for basically any services that
require signatures for their legitimacy.

e e-Residency. Estonia was the first country in 2014 to offer electronic residency to
people from outside the country, a step that the Estonian government refers to as
"moving towards the idea of a country without borders”.

Usability

General

Usability is a quality attribute and refers to the easiness of accessing and using
a product or a website. User experience design (UX Design) and usability were once
used interchangeably, however, it has to be understood that usability delivers an im-

portant contribution to UX, without being the whole experience though. [8]

Usability is an indispensable condition for the survival of a website. When a
website is difficult to use, or when its homepage doesn’t clarify what it offers and what
actions users can perform on the website, or if a website's information is hard to read

or doesn't answer users' key questions, users give up. [7]
A user-centered designed interface has three main characteristics: [7] [8]

¢ |t enables users to competently interact with the user interface on their first

contact with it.

e |t facilitates users to achieve their goals through the website.

-10-
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e |t allows users to easily recall the user interface and how to use it on their

next visits.

Usability in e-Government

Governments are realizing more and more the importance of creating user-
friendly e-services. However, at the moment they are more focused on making services
more widespread, leaving abundant room for improvement in areas such as speed,
ease of use, and transparency. Progress must be made soon also in these areas since

they are necessary for fostering citizens’ trust in online public services. [2]

Well-designed web services have undisputable benefits for citizens and for
Government such as offering convenience, empowerment, inclusivity, accessibility and
choice. However, the establishment of easy-to-use web based services has not yet

been achieved by the Government. [2]

Challenges of applying User Centered Design in government

There are three main challenges that UCD practitioners experience on Govern-
ment projects: [9]

1. Skills and method gap

Usability is a relatively new area for many Government employees, it therefore
makes sense that there is a knowledge gap among usability practitioners and Govern-
ment staff The goals for a website design are often framed in terms of only policy ob-
jectives, not citizens’ needs. Functionality is considered from a technical perspective,
not a sociotechnical one, where one would also pay attention to how, when, and
where citizens would use that service. UCD techniques are quite often misapplied. For
example, in some cases, usability testing was done after the release and not with early
prototypes as it should, and card sorting was used to define process sequences, rather
than taxonomic categories. It is essential for the staff that “reads” the results from the
above techniques to be familiar with UCD knowledge and techniques to avoid misun-

derstandings that lead to less functional and usable websites.

-11-



2. Teams and business processes working in isolation

It is a common phenomenon for teams to be working at a distance from one
another even when they all work for delivering a common objective. User research,
designing and web development is usually performed by 3 separate teams, whose
communication is rather limited and delayed. In an environment like this, the teams’

objectives may not be aligned.

3. Mismatch between business and customer goals

When UCD is applied effectively, stakeholders appreciate the benefits it brings to the
project. However, in Government, it is not recognized that the goals of the user are
what the business should be designing for. Although including actual users in the de-

sign process is key to the project success, it is quite often conceived as an obstacle.

-12-



Google Trends

Google Trends is a public web facility of Google Inc., based on Google Search
that shows how often a particular search-term is entered relative to the total search-

volume across various regions of the world, and in various languages. [1]

About

Google trends is used in this thesis to conduct a brief analysis on the terms that
people prefer when searching for services that can be performed online, and to show-
case when those searches spike. The results can offer deep insight to e-Government
design and development teams about target users’ behavior and attitude regarding
the way they search e-services and shift their perspective towards improving the
findability of e-Government websites. This can be performed by various Search Engine

Optimisation techniques, which will not be further studied in this dissertation. [10]

» HAektpovikeG uTinpeoieg/HAektpovikn StakuBEpvnon

Over the last 3 years, the first term shows a great increase as opposed to
the second, as shown in image 2. This is due to the fact that e-services have be-
come much more widespread both as a term but also as content and benefits of-
fered. The more official second term mainly corresponds to searches accomplished
for research purposes from governmental and academic stakeholders. The de-
crease at this search term doesn’t mean that related research has stopped, on the

contrary, but that researchers might opt for the more unofficial first term.

-13-
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® 'nAeKTPOVIKEG UNNpeoLES” ® ‘'nAektpovikn diakuvBepvnon”

Opoc avalf ) Opoc avaZfjmen + [lpooBnkn ocbykplong

Naykoopiwe ~ 2004 - napov - Ohec o katnyopieg ~ AvaZrtnon otov lotd -

EvSlapepov PE TNy ndpodo Tou xpovou @

Image 2 HAEKTPOVIKEC UTINPEGLEG VS NAEKTPOVLKN SLaKuBEpvnaon

» @opoloyikn dnAwon /Taxisnet

1. @®opoloyikn AnAwaon
As expected, it is obvious in image 3 that this search term has a seasonal
fluctuation and shows a great increase between May — July, which is the period of

tax return submission.

® ‘"popoloyikn dnkwon”

Opog avantnong

+ Zoykplon
Maykoopiwg ~ Tatelevtaia 5t OAeg oL Katnyopieg AvaZfjtnon otov loté v

Evblapépov pe TV mdapobo Tow xpovou (2]

Image 3 ®opoloyikn dnAwon

2. Taxisnet

This term presents a more disordered fluctuation (img 4), since it is not

used only for tax return submission, showing an increase usually around August —

-14-



November. After various testings, this increase presents a similar fluctuation with
that of “circulation tax” and “single property tax” and much less with “heating al-

lowance” (img5). All 3 of them are services that require user’s entrance to “tax-

. ”
isnet”.
® taxisnet .
Opog avalitnong + Zuykpion
MNaykoopiwg ~ Tatehevtaia 5 €t ~ Oleg oL katnyopieg ¥ AvaZntnon otov lotd
EvBiapépov pe Tnv idpobo tou xpévou @ -
Image 4 taxisnet
@ taxisnet @ 'tehn kukhogoplag” EVpLa @ 'srudopa Beppavo... +
Opog avaZitnang Opog avaiitnong Opog avaATnong Opog avagnTnong
Maykoapiwg ~ Tatehevtaia 5étn v OMec oL Katnyopieg ¥ AvaZntnon otov lotéd ¥

Evblagépov pe Tnv ndpobo tou xpévov @

Image 5 taxisnet vs TéAn kukAodopiag vs evdLao vs emidopa BEpuavong

It is also interesting that there are also quite many searches regarding taxisnet

in Cyprus, Germany and UK, as depicted in images 6 and 7. This is due to the fact that

-15-



many Greek people live there and this number has increased over the last years due to

the big number of Greek citizens moving abroad.

® ‘taxisnet’ .

+
Opog avaintnong EU\{'KplUﬂ
Maykoouiwe ~ 2004-napdv ¥ OAec ot katnyopieg Avalitnon atov lotd ~

Evblapépov pe Ty napoebo Tou xpovou @

Evbiapépov avanepoxy @ MNeploxy ~
1 EMhaba I
2 Kompog [ |
3 Teppavia

4 Hvwpévo Bagikelo

Image 6 taxisnet worldwide
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® ‘taxisnet”
Opog avaliitmong

+ Zlykplon

lepuavia * 2004 - napév ¥ OAec oL katnyopieg ¥ AvaZrtnaon otov lote ¥

EvBiagépov pe v napodo Tou xpovoy @

Evbiagépov avd vnoneploxn @ Nepupépeia ¥

1 Mnavtev-Boutepmepyk

2 Bavapia

3 Noptvxaiv-BéoTpahev

4  TEosv

5 Bepohivo

Image 7 taxisnet in Germany

3. @opoloyikr dAwon vs Taxisnet

Comparing the fluctuation of these two terms, it can easily be seen in image
8 that the majority of users prefer using the term “taxisnet” instead of
“dopoloykn dnAwon” on periods of tax return submission. Even though 10 years
ago the two terms had the same resonance, it is clear that the term “taxisnet” has
established itself on citizen’s minds as the gate of accessing personal tax data and

submitting tax return.
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® @opoloyikn dnAwon @® taxisnet

Opog avaZAtnong 0pog avagimong

+ [pooBnkn ocuykpLong
Maykoopiwg ¥ 2004 - apov ¥ OMeg oL katnyopieg ¥ AvaZrtnon otov loté ¥

EvBiagpepov pe v mapobo tou xpovou @

Image 8 popoloyikr) SnAwon vs taxisnet

4. Taxisnet vs gsis

The two terms have almost the same fluctuation (img 9) with a slight domi-

nance of taxisnet. It is obvious that they are used interchangeably.

® gsis @® taxisnet . .
Opog avaZntnong Opog avalitnong + Mpogbnkn ouyKpLong
MNaykoopiwg v Ta tehevtaia 5étn ~ ‘Oleg oLkatnyopieg ¥ Avaintnon otov loté v

EvBiagépov pe Ty mdpobo tou xpovou @

Image 9 gsis vs taxisnet

» KEN

The most commonly used term for Citizen Service Center is “ken” and holds

an almost steady two-month average all year round (img 10).
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® Ken

Opog avaZnTnong > ZOykpion
Maykoopiwg v Tatedevtaia5etn ‘OAeg oLkatnyopieg Avagritnon otov lotd ¥
EvBiapépov pe Tnv apodo Tou xpovou @ -
Image 10 KEN

During User Research it was recorded that when users want to issue a certifi-

cate they turn to KEMN, municipality or the registry office, which is shown in image 11.

® ken ® obnpog AnElapxelo . .

Opog avaZntnong Opog avaZntnong Opog avaZitnong + MpogcBiikn obykpLong
Maykoopiwg ~ Ta tehevtaia 5t ~ ‘Oheg o1 katnyopieg ¥ Avantnon otov loto ¥
Evblapepov pe Tnv ndpodo Tou xpovou @ -

Necog dpog 1 Anp 2012 1 Aek 2013 2 Auy 2015

Image 11 kem vs 6\pog vs Anlapyeio

» E-paravolo

As seen on image 12, this was an unused term before 2013.
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® e paravolo

Opog avalitnong + ZUVKP"U”
Maykoopiwg ¥ Tatehevtaia 5 « ‘OAeg oLkatnyopieg v Avagntnon otov loto ¥
EvBiapépov pe tnv napodo tou xpévou @ -

Image 12 e paravolo

Image 13 indicates how much the term “e- paravolo” has outgrown the term
“nAextpovikd mapdaBolo” over the years. It’s clear evidence that terms created by e-

Government have penetrated people’s lives.

® 'nAekTpoviko TapapoAo” @® 'e-paravolo” . .
Opog avaZiTnong 0pog avaznTnong + TMpoo@rikn cbykplang
EAAGBa v 1/4/13-13/12/16 « OAeg oL kaTnyopieg v AvaZrtnon otov loTé ¥

Evbiapépov pe v ndpodo tou xpévou @

Image 13 nAektpoviko mapapolo vs e-paravolo

» Enidopa avepyiag

This term has a near-steady annual average for the last 5 years (img 14),

since it is not a seasonal allowance. Comparing it with the total number of search-
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es accomplished using the term “emibopa”, without containing the word
“avepylag”, in image 15, it is evident that the last outweighs the first. Many allow-
ances have been established over the last years and the applications for the major-

ity of them are being carried out online.

® ‘srubopa avepylag”

+ .

Opog avaintnong :UVKPIGF‘

EAhaba ~ 2004 - mapov ¥ Okeg o1 katnyopisg ~ Avalntnon atov lota ¥
Evbiagépov pe Tnv ndpobo tou xpovou @

Znpeiwon

Image 14 enidopa avepyiog

® ‘'embopa avepylag” ® emdopa-avepylag . .
- . + TpocBRKn GOYKPLO
Opog avaZftnong Opocg avagntnong P NKN CUYKpLANG
EAAGBa ~ Tatehevtaiabémn Oheg oL kaTnyopieg ¥ Avagntnon otov lote *

EvBuagpépov pe Tnv mapobo tou xpovou @

Image 15 Enidopa avepylag vs emidoua - avepylag
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» EmniSopa B¢pupavong

This is a seasonal allowance, with applications being carried out at the end
of each year (img 16). In addition, there is a difference in its fluctuation depending
on the location, as images 17, 18, 19 depict. The majority of searches were carried
out by northern colder areas, while areas with milder climate searched for the

term less.

® ‘erubopa Beppavong”

Opog avantnong

+ Zuykplon
EAAGda v 2004 - napév ¥ Oheg oL katnyopieg v AvaZntnon otov lotd v

EvBiapépov pe Tnv idpobo tou xpovou @

.JsA__,AWn

Image 16 enidopa Oéppavong
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® ‘'emudopa Beppavong”

+ IUuykpLol
Opog avaZAnons YKpLan
EAMGBa ¥ 2004 - napév ¥ ‘Oheg ot katnyopieg ¥ AvaZrtnon otov lotd ¥
EvBlapépov pe Tv mdpodo Tou xpovou @
iwon
Iem20
EvBrapeépov ava noAn MNoAn v
1 =aven I
o® 2 Kofawn —
° & 3 Kahapapid I
®
4 Bohog ]
)
5 Evoopog ——

Image 17 EniSopa Béppaveong by location 1/3

® ‘'embopaBeppavong”

~ + Ziykplo
Opog avaghtnong YKpLon
EAAdba ¥ 2004 - napév ~ Ohec o1 katnyopies ¥ AvaZTnon aTov loTe ¥
EvBiapspov pe tnv ndpebo Tou xpovou
jwon
1 Noe 2007 Zen20
EvBiapeépov avé eAn MoAn v
6 TMepotépt ——
[ ] L] 7 Mapovet ]
° ® 8 Kahapdata |
° 9 Adpiea -
|

10 @sooahovikn

Image 18 Entidopo Bépuaveong by location 2/3
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® ‘“esubopa Beppavong” + Toykpon

Opog avaZimong

EAGba ¥ 2004 - iapov ¥ Oheg oL katnyopieg T AvaZinon otov late

EvBiapepov pe Tnv mapobo Tou xpévou @

iuson
Evbiagepov avanohn @ Néan v

11 Newaidg [
[ ] @ 12 KaMBta -
* & 13 Narpa [
®

14 ABAva |

15 HparAsto -

Image 19 EniSopa Bépuaveong by location 3/3

The terms “emibopa metpelaiov” and “emibopa BEpupavong” are used inter-

changeably with the second being a bit more popular (img 20).

® ‘erubopa netpelaiov’ ® ‘emubopa Beppavong' . .
Opog avaZinong Opog avaZiTnong + TMpogBikn olykplong
Maykoopiwg + Tatehevtaia5étn ‘OAeg oL Katnyopieg + Avagntnon otov loto ¥

Evblapépov pe Tnv napobo touw xpovou @

1 Amp 2012 22 Aex 2013

Image 20 Enidopa netpelaiou vs Emidopa B€ppavang
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» OAEA

The searches that contain the term “oaed” have a small yet steady increase

over the last 3 years as depicted in image 21.

® oaed .
Opog avalitnang + ZoykpLon
MNaykoopiwg ¥ Ta tehevtaia St « Oheg oL kaTNYOPiEG ¥ Avagntnon otov lotd v
EvBlagpépov pe tnv napobo tou xpévou @ -

Image 21 OAEA

Additionally, the search for oaed’s e-services has shown a big increase over
the last 2 years, indicating the increase in citizen’s intention to carry out tasks like

the renewal of the unemployment card online (img 22).

® '00ed NAEKTPOVLKEG UTIPED... ® 'NAEKTPOVLKEC UTINPECLEG O... . .
o .nT - p cummne N N ‘p_ - ¢ vrnp < + MpocBrkn olyKpLong
Opog avalntnong Opog avagitnang
EMAGéa ~ Tatehevtaia5émn ~ OMleg oL katnyopieg ¥ Avatnnon otov loto ¥

Evblagépov pe TV Tdpoda Tou xpovou @

_ e _ AAAAKNW A A A

Image 22 OAEA nAEKTPOVLIKEG UTNPECILEG
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In image 23, we can initially observe the differences between the two
terms. Even though they have the same average throughout the years, the first
one, which is simpler, shows an obvious dominance over the second. People tend
to become much more descriptive when they first search for a service and are un-
sure whether they will find what they are looking for. Over the last few years, more
and more people know that the simpler first term is enough to lead them to the

desired result.

The fluctuation over the last decade is also interesting. In the years 2004-
2008 there are really few searches about these terms, since OAED’s website prob-
ably wasn’t even providing information on how to accomplish the task. In the years
followed, 2008-2014 there was a small increase, probably for finding out infor-
mation about how to accomplish the task. After 2014, there was a big increase
which was due to the fact that online renewal of unemployment id became availa-

ble.

® ’oagd avavewan’ ® ‘avavewaon KapTag avepylag”

Opocg avaZitnong Opoc avaZitnong

+ MpooBrKn gOyKpLONG
EAAGBa ~ 2004 - napov * OMeg oL KaTNyopieg ~ Avagntnon otov lotd ~

Evbiapépov pe Tnv napobo tou xpovou @

| A /N Zaugit

Image 23 OAEA avavéwaon vs avavéwan Kaptag avepylag

-26-



» AMKA

This term had very few searches until 2009 as depicted in image 24. The
search term reached its peak around mid-2009, which is due to the fact that it be-

came obligatory from November 2009.

® qpka

+ .
Opog avainTnong EUYKPIUH
EAMGaba ~ 2004 - mapov ~ Oheg oL katnyopieg ¥ AvaZntnon otov loto ¥
EvBiagspov pe tnv mapobo tou xpovou @
Znpei

Image 24 AMKA

» Academic ID/Ndco

The terms reach a peak around September which is the registration period in

the universities. The second term is clearly more popular than the first one (img 25).

® axadnpaikn tavtoTnIa @ Tmnaoo
Opog avaZATnong Opog avaZATnang

+ MpooBnkKn cOYKpLoNG

Maykoopiwg + Tatehevtaia 5 » Oheg o1 katnyopieg ~ Avalntnon atov loto ¥
Evdlagépov pe TN mdpodo Tou xpévou @ -
—

Image 25 akadnpaikn TauToTNTO VS TACOo
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User Research

User experience research is an indispensable part of the product’s develop-
ment process. Understanding the behavior, preferences, and feelings of the users has

always been the dream of every user experience designer.

General

User experience offers valid feedback to a company as to whether users are en-
joying their experience with the product/service, whether they visit the web/app for
inspiration or for buying purposes, whether they like the product or have switched to
competitors due to poor digital experience that the company might provide, among
others. Understanding users can help designers optimize specific aspects of the expe-
rience and create a “wow” effect, which usually leads to loyalty, sales, engagement

and recognition. [11]

The data gathered through research helps designers understand who their us-
ers are, what their needs are, what they want, what drives them, how they currently
do things and how they would like to do them and shift their designing perspective

towards that direction.

Research should be conducted at the beginning of every project, followed by
some kind of usability testing on the product’s low-fidelity prototype, follow-through
research to stay up-to-date on user’s needs and again some sort of usability testing

before every new feature introduction.

Types

There is a wide variety of User Research methods, some of them are quite old
and tested through the years and some developed recently, an example of which is

unmoderated online UX assessments. [7]

UX research can be divided using various criteria. The most common distinction

is: Qualitative and Quantitative
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Quantitative research is any research that provides results which can be meas-
ured with numbers, while Qualitative research, which is also called “soft” research,
helps researchers draw valuable conclusions as to why people perform some actions.
In the first case, data is gathered indirectly through a survey for instance, whereas in

the second case data is generated by directly observing users. [7]
Another distinction is the one between Attitudinal vs. Behavioral Dimension

Their difference is basically that one measures "what people say" whilst the
other measures "what people do" (these two can be quite different). Attitudinal re-
search mostly aims to understand people’s stated beliefs; therefore it is widely used in

marketing sector. [7]

The majority of User Research should depend mostly on behavior; however,
self-reported information can be very useful to researchers. For instance, card-sorting
can offer meaningful info regarding users' mental model of an information space, and
can assist in defining the best information architecture for a product, application, or

website.

The two most popular methods used are usability studies and field studies. Ap-
plying a combination of self-reported and behavioral data, they can move toward ei-
ther end of this dimension, though inclining to the behavioral side is generally recom-

mended. [7]

The third distinction has to do with how and whether participants in the study
are using the product or service in question. There can be Natural or near-natural use
of the product, scripted use of the product, no use of the product during the study, or a
hybrid of the above. [7]

When studying natural use of the product, the goal is to minimize interference
from outside factors in order to record behavior or attitudes as real as possible. The
results are characterized by great validity but it is much harder for the researcher to
control the subjects to be studied. In a scripted study, focus is given on specific aspects

of the product. In researches where the product is not in use, bigger issues are exam-
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ined, such as a brand or cultural behaviors. In hybrid methods a tailor-made form of

product is being studied, serving the purposes of the research. [7]

Usability testing

In a usability testing, an evaluation of a product or service is being carried out,
while testing it with potential users, where they try to complete some tasks while re-
searchers record the procedure. This method of research allows design teams to iden-
tify issues such as weather users can successfully complete a task, or how long it takes

for them to do so, at an early stage. [12]

A usability testing needs a scenario or a carefully planned situation to immerge
users in, while observers take notes. It is possible to need other tools as well, such as

intructions or early stages prototypes to collect feedback. [1]

Findability testing

Findability is a term describing how easy it is for users to find the information
they want on a website, referring to the users that search for info both inside a web-
site or outside from it. The last is called external findability and there are various fac-
tors affecting it, such as Search Engine Indexing and webpage descriptions in search

results [1]

One of the first attempt of the definitions of Findability Testing was given by
Ferry Den Dopper who wanted info concerning how citizens use the web when getting
ready for a court, on behalf of Rechtspraak.nl, a joint web site of all law courts, appeal
courts and the supreme court in the Netherlands, where The Dutch Council for the Ju-

diciary started a project to better inform and prepare people who go to court: [13]

Findability testing is a qualitative research method including potential users
searching online for information. The method is used to generate results regarding the
need for information and the search mental models users use as well as draw results

of a specific webpage. [13]
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Findability test rules are similar to those of usability testing with the basic ones
being guiding users as little as possible and gathering participants who are representa-
tive of the target users. [7] [13]

Usability User Research Plan

In this thesis 2 methods of research were conducted. A findability testing was
used in the first part of the research and a usability testing using task scenarios for the

second part.

The first part of the research is actually a usability testing focused on delivering
data concerning the findability of each service. After the user searches the service in
question on google, a first click testing was conducted, not in a website’s interface but
in the google search results. Our purpose was, on the one hand, to investigate on what

|ll

kind of terms do people use for each service, the ranking of the official “correct” site in
the search engine results page and whether users could locate and select the official

website through the these results.

Overview

This document describes the methodology developed for conducting a usability
user research regarding e-Government services in Greece. The goals of this study were
to examine e-Government service findability and to identify potential design concerns
to be addressed in order to improve the efficiency, productivity, and end-user satisfac-

tion.
The Usability User Research objectives were:

e Toinquire the search terms Greek citizens use when searching some of the
most widely used e-government services, as well as the way they try to ac-
complish 3 of them.

e To examine the level of difficulty in accomplishing 3 of them.
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Methodology

Participants

A total of 20 participants participated as a minimum number in order for the
research to be valid and offer meaningful results. The age of the users was 16-64 but a

clear emphasis was given to users aged 25-34.

User segmentation according to their educational background, was also includ-

ed, therefore users of all backgrounds were examined.

Training

The difficulty level of the examined task was quite low and the only prior expe-
rience users were required to have, was using a search engine. Therefore, no training

was conducted to the participants.

Procedure

Participants took part in the usability user research in a typical office environ-
ment at the researcher’s house to reassure a smooth and unobtrusive procedure. All
participants knew the researcher either personally or via close friends therefore they
felt comfortable at the researcher’s residence. At some cases where it was difficult for
the participants to move, the research took place at the participant’s house. Since all
participants were familiar with the researcher, they were personally contacted for the

research via e-mail, phone and messenger.

The research was one on one and the only people taking part were the partici-

pants and the researcher who was also the facilitator.

The equipment used was a Toshiba lap top with the browser open at Google
search webpage. The participant’s interaction with the browser was monitored by the
facilitator seated in the same office. Both parts of the research were recorded using
Camtasia, a screen capture software. It should be noted that the only thing that was

recorded is the laptop’s screen and not the participant.
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The facilitator briefed the participant on the purpose of the research, urging
him to be as intuitive and spontaneous as possible. In addition, it was stressed to the
participant that the goal of the study was to evaluate the findability of e-Government
services and not the participant’s performance and that there is no right or wrong an-
swer/way to accomplish a task. They were also informed that the session would be
recorded but their privacy of identification would be safeguarded. They were asked if

they have any questions before the beginning of the research.

Participants completed a demographic and background information question-
naire at the end of the research. The questions that were asked and recorded are gen-
der, age, education and whether they have used again any of the 23 e-services exam-
ined. The facilitator explained that exploratory behavior outside the task flow should
not occur until after task completion. At the start of each task, the facilitator described
the task as it was written in the task script. At the second part of the research, the fa-

cilitator instructed the participant to ‘think aloud’ so that a verbal record existed.

Usability User Research Tasks

First Part

At the first part of the research participants were asked to search 23 of the
most popular e-Government services in Greece. The purpose of this part was to inquire
what search terms participants used for each service. The usability user research was
carried out assigning the participants tasks with realistic scenarios, encouraging an ac-
tion and by no means predisposing the participant. It should be noted that while there
is no right or wrong way to search for a specific e-service, there is a fast and a slow way
to reach the desired result. The goal of the research is to show which way does the

majority of participants use and utilize these results to propose design alterations.

Usability User Research Scenarios

These are the scenarios that were used for each service.

1. Xopriynon TLOTOMOLNTIKOU OLKOYEVELAKAG KATAOTAONG
«Exete mpoodata petakopiosl amnd tov drpo Oecoalovikng otov dripo Kala-
HOPLAG Kal ylo va tpaypatomnolnfel n petadnuotevon oag {nteital anod tov
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SeVTEPO N MPOOKOWLON EVOG EYYPADOU TIOU VA ATTOSELKVUEL TNV OLKOYEVELAKN
00¢ KATAdoTaon.»

‘Ex6oon avtlypddou mowikol pnTtpwou
«la tn mpooAnPi oag o€ pa dSnuooia unnpecia Inteital pla BeBaiwon mou
va arodELKVUEL TTWE TO TIOLWVIKO 0a¢ UNTPWO £ival kabBapo»

Xopriynon avilypadou MLoTOMOoLNTIKOU YEVWNONG
«MpOKELTOL VO TIAVTPEUTEITE KaL yLa TV €kdoon TNG adelag yapou xpelaletal
VO TTPOOKOWIOETE €Va TILOTOTIOLNTIKO YEVVNONG»

‘Ekdoon nAektpovikou mapdaBolou (e- MapdBoAo)

«ZoG apapédnkav npoodata oL mvakides yla mapavoun otabueuon Kot evn-
HEPWONKATE Ao TN TPoxaia MW yla TNV €MLOTPodr Toug XpELAleTalL n ayopd
Tou napdfoiou 1861.»

ALTAOELG ZUMPETOXNC oTo Mpdypappa TnG Aypotikng Eotiag

«Elote aopahiopévog otov OTA kol BENeTe va KAVETE altnon ylo GUUUETOXT] OTO TP O-
VPO KOWVWVLKOU ToupLlopoU yia To kahokaipl tou 2017 pe to omoio evnuepwniKa-
Te OTL emboteital éva HEPoC TG SLOoVAG oagy

Edappoyn Ektunwong AsAtiwv Npoypdppatog AAE/OTA

«KAnpwOAKATE yLa TO MPOYPAULO KOWVWVIKOU TOUPLopoU Tou OFA yia to Kaho-
Kaipt Tou 2017. Exete OAOKANPWOEL TN KPATNOH 0aC Kal LEVEL va TtapaAdPBete
10 SeAtio KowvwvikoU Touplopol.»

Xopriynon avtypddou An§Lapxikig mpagng yevwnong
«MNpoodata Badtioate t kOpn oac. Na tn SNAwon ¢ Badtiong xpelaletal n

An&lapxikn TTpagn yevwnong tne»

Yninpeoia yevikng xpriong

«Mpokettal va nate oto mAnotéotepo KEM yia tnv €kdoon evog mLotomnolnTikol. MNvw-
pilete OTL yLa va yivel EUKOAOTEPQ KL ypNyopoTepa n dladikaoia mpenel va €xete pall
oog otav nate oto KEM éva évtumo aitnong yla YEVIKA Xprion oto omolo Ba nmeplypa-
dete 1o altnua oag kot Ba SnAwvete Ta oTOLKElQ TAGH
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10.

11

12.

13.

14.

15.

16.”

17

18.

Xopriynon avtypddou AnLapxikig mpagne yapou
«MNpokelpévou va Kavete SAwon yévvnong tng KOpng oag XPELAETAL VOl TTPO-
okouioete oto Anflapyeio tn An€lapyLkni mpatn yapou cog»

Xopriynon mLoTomolnTikou eyyUTEPWYV CUYYEVWV
«MNéBave mpoodata o marmou oag Kot ylo TNV amodoxr TG KANPOVORLAG
XPELALETAL VA TIDOCKOULOETE €VOL TILOTOTIOLNTIKO EYYUTEPWVY CUYYEVWV»

. Xoprjynon avtiypadou AnéLapxtkng mpaéng Bavatou

«la tov 6lo Adyo, xpetaletal kat n AnflapxLkn mpaén Bavatou»

Xoprjynon miotomnotntikou nept dnuocisuong i un Stabnkng
«Ma tn Staypadn Tou Bavouvta mamnmou cog ano tnv edpopla xpelaletal Eva
TILOTOTOLNTIKO TtepL un Snuoacieuong Stabnkng»

Xopriynon BeBaiwong Hoviung Katokiag
«Ma tn Stadikaoia mpdoAnPng oag elvat amapaitntn n npookouon Bepaiw-
oNG LOVLUNG KaToLKiagy

MetaBiBaon kat ékdoon adelag kukhodopiag evaplBuou emBatnyol oUTOKL-
VATOU I HoTooKAETAG IStwTikn g Xpriong (1X)

«Ayopaoate mpoodaTa VA LETOXELPLOUEVO AUTOKIVNTO Kot O€AeTe va petafi-
Baotel oTO OVOUA COGY

Avavéwon adelag o6nynong
«MpéneL p€oa OTOV EMOMUEVO PAVA VA avaVEWOETE TNV adela odrynong cag»

ExSoon kaptag avepyiag
«MNpoodata xaoate TN SOUAELA 0O KOL TIPOKELUEVOU VA TIAPETE PEPOC OE EVal
EMLOOTOUEVO TIPOYPAUUA VIO AVEPYOUG, XPELALEOTE KAPTA AVEPYLAC.»

. Avavéwaon kaptag avepyiog

«ExeL mepaoel éva Siunvo amo tote mou ByAAate TNV KAPTA AVEPYLACG 0AC Kol
BEAETE VA TNV OVOVEWOETE. »

ExtOmwon ekkaBaploTikoU ONUELWHOTOC
«la tnv €kdoon kaptag avepyiag xpelaletal va npookopioste otov OAEA Tt0
EKKAOAPLOTIKO onuelwpa TNG TeAeutalag popoloyikng oag SHAWCNG.»
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19

20.

21.

22

23.]

. Xopriynon ermdopatog netpelaiov Bépuavong

«la tn Bépuavon g KUPLOG KOTOLKIOG 0O XPNOLUOTIOLELTE TIETPEAALO KL EVN-
puepwOnkate mpoodarta nwc dikatovote enibopa netpelaiov BEppavong yla to
¢10¢ 2016-2017.»

Amnoktnon akadnuaikng TauToTnTag
«ZeKLWVnoate mPoodaTa VO LETATITUXLOKO TIPOypappa oto AMO kot B€AeTe va
KAVETE aitnon yla akadnuaikn ToutotnTa. »

Avalntnon/ kAeiowo pavteBou watpwv EOMNMNYY

«To teleutaio SLAOTNUA TAAQUMWPELOTE Ao KATOLEG aAAEpYieg Kal BENeTE va
kAeloete pavtePfou pe kamolov el8IkO cupPBeBAnuévo pe tov EONYY to cuvto-
potepo duvarto.»

.'Ekdoon SlaPBatnpiou

«Mpokettal va TaglbePete yia Adyoug avauyng otnv NA Acia kat yLa tov Adyo
aUTO Xpelaleote dapatnpLlo.»

EkSoon aoTUVOULKAG TAUTOTNTAG
«@€AeTE va BYAAETE KOlvoUpLO TAUTOTNTA AOYW KAOTIHC TNG TAALAC. »

Second Part

At the second part of the study users were asked to accomplish 3 of the above

tasks. The purpose of this part was to record the difficulty of successfully currying out
those tasks and identify the break points in the user experience. As mentioned, the

facilitator instructed the participants to ‘think aloud’ to create a verbal record .

Usability Metrics

Usability can be measured but it rarely is, since metrics study requires at least

20 users which translates to higher research cost. However, since this is an academic
project and budget is not an issue, metrics were used. Usability metrics refer to user
performance measured against specific performance goals necessary to satisfy usabil-
ity requirements. The metrics that we used are:
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Success rate

Each scenario required, or requested, that the participant obtains or inputs
specific data that would be used in course of a typical task. The scenario is completed
when the participant indicates the scenario's goal has been obtained (whether suc-
cessfully or unsuccessfully)

Critical Errors

Critical errors are deviations at completion from the targets of the scenario.
Obtaining or otherwise reporting of the wrong data value due to participant workflow
is a critical error. Participants may or may not be aware that the task goal is incorrect
or incomplete. Independent completion of the scenario is a universal goal. In general,
critical errors are unresolved errors during the process of completing the task or errors
that produce an incorrect outcome. It is indirectly measured, as well as the next met-

rics, by the number of clicks and whether user used help or not.
Non-critical Errors

Non-critical errors are errors that are recovered from by the participant or, if
not detected, do not result in processing problems or unexpected results. Although
non-critical errors can be undetected by the participant, when they are detected they

are generally frustrating to the participant.

These errors may be procedural, in which the participant does not complete a
scenario in the most optimal means (e.g., excessive steps and keystrokes). They may
also be errors of confusion (ex., initially selecting the wrong function, using a user-

interface control incorrectly such as attempting to edit an un-editable field).

Non-critical errors can always be recovered from during the process of com-
pleting the scenario. Exploratory behavior, such as opening the wrong menu while

searching for a function, is considered a non-critical error.
Scenario Completion Time (time on task)

The time to complete each scenario was recorded.
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Entry Points

Even though it is not a metric, the entry point is important to be recorded since

different entry points define different user behaviors.

User flow

It is also not a metric but one of the most important purposes of this study is to

record the user flow for each task.
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Results

This chapter contains all user research results as well as some basic conclu-
sions.
Participants

The participants’ profile can be seen in table 1.

Table 1 Participants’ profile

Gender Age Studies
User 1 Female 22 Secondary
User 2 Female 24 Tertiary
User 3 Female 24 Tertiary
User 4 Male 24 Tertiary
User 5 Female 30 Tertiary
User 6 Male 31 Tertiary
User 7 Male 32 Secondary
User 8 Male 26 Tertiary
User 9 Female 34 Tertiary
User 10 Female 32 Masters degree
User 11 Female 25 Tertiary
User 12 Female 34 Tertiary
User 13 Female 32 Tertiary
User 14 Male 31 Masters degree
User 15 Male 31 Masters degree
User 16 Female 31 Tertiary
User 17 Female 35 Masters degree
User 18 Female 37 Phd
User 19 Male 39 Phd
User 20 Male 36 Secondary
User 21 Female 52 Tertiary
User 22 Female 55 Tertiary
User 23 Male 55 Tertiary
User 24 Female 56 Secondary
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Findability Testing

Overall results

Table 2 Success rate of findability testing

success| ™% | now. [mor| © oy || || A | G || 0 || b || Ak e | IS B e N s, EKS. | ExS.

Owk. napaf Kowvwv. | Mp. mnp. Eyy. | Mp. | 6npooc. | Mov. | AS. AS. EONYY
RATE Mntp |levv Touplop. . YEV. Xp. | . |Avepy| onp |metp. | Tavt. Sap.|Tavtot
Kataot olo Touplop.| vévv. rap | Zuyy |Bav.| AwaB. |Karowk.| KukA. | O8Ry.
User 1 NO NO NO YES YES NO NO NO NO NO NO NO NO NO NO YES | NO [ NO | YES NO YES YES
user 2 NO NO NO NO NO NO NO NO NO NO NO NO NO NO NO YES [ NO [ NO [ YES NO YES YES
User 3 NO NO NO YES NO NO NO NO NO NO NO NO NO NO NO YES [ NO [ NO [ YES NO YES NO
User 4 NO NO NO NO NO NO NO NO NO NO NO NO NO NO NO NO | NO | NO | YES NO YES YES
User 5 NO NO NO NO NO NO NO NO NO NO NO NO NO NO NO NO [ NO | NO | YES NO YES NO
User 6 NO YES NO YES NO NO NO NO NO NO NO NO NO NO NO NO | NO | YES | YES NO YES YES
User 7 NO NO NO YES YES NO NO NO NO NO NO NO NO NO NO YES | YES| NO [ NO NO YES NO
User 8 NO NO NO NO YES NO NO NO NO NO NO NO NO NO NO YES | NO [ YES [ NO NO NO NO
User 9 NO NO NO YES NO NO NO NO NO NO NO NO NO NO NO NO | YES| YES | NO NO YES YES
User 10 NO YES NO NO NO NO NO NO NO NO NO NO NO NO NO YES [ NO [ NO [ YES NO YES NO
User 11 NO NO NO NO NO NO NO NO NO NO NO NO NO NO NO YES [ NO | NO [ YES NO YES YES
User 12 NO YES NO YES NO NO NO NO NO NO NO NO NO NO NO YES | YES [ NO [ YES NO YES YES
User 13 NO NO NO YES NO NO NO NO NO NO NO NO NO NO NO NO | YES| NO | YES NO YES NO
User 14 NO YES NO YES NO NO NO NO NO NO NO NO NO NO NO YES | YES [ NO [ YES YES YES YES
User 15 NO YES NO YES NO NO NO NO NO NO NO NO NO NO NO YES | NO | YES [ YES NO YES NO
User 16 NO NO NO YES NO NO NO NO NO NO NO NO NO NO NO NO | YES| NO | YES NO YES YES
User 17 NO NO NO YES NO NO NO YES NO NO NO NO NO NO NO YES [ NO [ NO [ YES YES YES YES
User 18 NO NO NO YES YES YES NO NO NO NO NO NO NO NO NO YES | YES| NO [ YES NO YES YES
User 19 NO NO NO YES YES YES NO YES NO NO NO NO NO NO NO YES | YES | YES [ YES NO YES YES
User 20 NO YES NO YES NO YES NO NO NO NO NO NO NO NO NO YES | YES | YES [ YES NO YES YES
User 21 NO NO NO NO NO YES NO YES NO NO NO NO NO NO NO YES [ NO [ NO [ NO YES YES YES
User 22 NO NO NO YES NO NO NO NO NO NO NO NO NO NO NO NO | YES| NO | YES NO YES NO
User 23 NO NO NO NO NO YES NO NO NO NO NO NO NO NO NO NO [ NO | NO | YES NO YES YES
User 24 NO NO NO NO NO NO NO NO NO NO NO NO NO NO NO YES | NO | YES [ YES NO YES YES
Clarifications:

Table 2 presents whether users succeeded at accomplishing the 23 tasks. Se-

lecting an official government website which allows user to accomplish the task as

electronically as possible is considered as success.

Results

¢ In general, most choose to use as search terms the exact service name (i.e.,

“BeBaiwon poviung katoikiag”) and a smaller category uses as keywords the

portal through which users think that the service can be accomplished

(An€Lapxelo, dnpoc etc).

e Another smaller category includes in the search term the words “online”,

“nAektpovika”, “uéow ivtepvet”.

e Other terms that are used are “éxboon”, “ken” (the term ker is usually shown

in google suggestions, predisposing the user) (img 26), “aitnon», “xopriynon”,

i

“gyypado”,
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YIVVIIONO OTO KETT

\ pxun) mpaln yowwnono mow xpuolrar
Anfiep)wn paln yevvnong

AMDGDXEN TIOGER YIWNRONS T Livel

Image 26 Google suggestions

Almost all users that used a local specification such as “dnuog kaAapapiag”,
“kalapapla” etc. in their search term, selected a link of the official municipality
websites (Thessaloniki.gr, kalamaria.gr)

The vast majority of users who used local terms in their search term
(©@gooalovikn, kKAr) did the same for all the relevant tasks.

v

Many people select links from sites such as “diakiologitika.gr” “odigostupoli-

VN

ti.gr” “aftodioikisi.gr” There are multiple reasons for that. They all use a catchy
title, a direct one that implies that the service can be accomplished directly
through that page, i.e. “Altnon yla €k600n MLOTOTONTIKOU OLKOYEVELOKIC
kataotaong”. The title is also many times similar to the search term user used.
Users also select them because some of them have a sort of credibility and
know that they will find the correct instructions to accomplish the desired ser-
vice (maybe because they have used them successfully in the past.) In many
cases, users are unaware that they can perform many of these tasks 100%
online, therefore they search for the required papers/procedure rather than
trying to perform it directly online. (lack of information)

Ermis website never appears in the results (even though this is the way to ac-
complish most of the services asked), with the only exception of “avtiypado
TIOWVLKOU pntpwou”. Even in this case though, more people opted for the typi-
cal choices (dikaiologika, etc) probably because ermis isn’t something they
know and trust.

More specifically:

MLOTOMOLNTLKO OLKOYEVELAKIC KATAOTAONG :

Most popular search term: MOTOMOLNTLKO OLKOYEVELAKNAG KATAOTAONG
Most popular website: kalamaria.gr/Thessaloniki.gr

Avtiypado mowikol pntpwou

Most popular search term: Avtiypado mowikoU pntpwou

Most popular website: dikaiologitika.gr

MoTtomoLnTKO yévvnong:

Most popular search term: MotomoLNTIKO yEVVNONG

Most popular website: dikaiologitika.gr

HAektpovikd mapafolo 1861
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Most popular search term: mapafBoAo 1861

Most popular website: gsis.gr

The search for the purchase of an e-Paravolo was quite a successful case. The vast ma-
jority of users selected the correct link for the accomplishment of the task (gsis.gr).

The reason for this success is the clear title of the website “e-Paravolo”, the credibility

of gsis (it’s probably the url that has entered citizen’s lives the most, successfully con-
nected to people’s minds with irs), the fact that it comes first in the results and the
lack of strong “opponent” websites. A minority of users selected the result shown at
image 27, which is displayed second in the results and is actually an excel list with all
the available e-paravolo. It confused some users though since it has the same title.

X-Sle-Paravolo

www.gsis.gr/gsis/export/sites/default/gsis.. /paravola-ana-forea_26_02_2015.xls -

1, e-NIAPABOND HAEKTPONIKA MAPABOAA ®OPEQN (26/02/2015). 2, AypoTikhg AvaTTugng |
Eigpoww @ut. Mapaywyic-Metam/ong Tummom/ong & MEMN@I

Image 27 gsis (xls) result

Almost all users who had never used gsis website, selected other websites such
as dikaiologitika.gr, Tpoxaia etc.

Altnon cuppETOXNG OTO TIPOYpappa Kowvwvikol TouplopoUu TnG aypoTLKAG &-
otiag

Results won’t be taken into consideration for this task since no accurate con-
clusions can be made because the period for application submission had ended
and that interfered with the results ( many links such as “amnoteAecpata” , no
links similar to “kavte aitnon Twpa” etc)

Edbappoyn ektunwong deAtiwv npoypdppatoc AAE/OTA

Results won’t be taken into consideration for this task since no accurate con-
clusions can be made because the period for application submission had ended
and that interfered with the results ( many links such as “anoteAecpata” , no
links similar to “kavte aitnon Twpa” etc)

Xoprynon avtiypddou An&lapxikng mpagng yévvnong

Most popular search term: An€Lapxikn mpagn yévvnong

Most popular website: dikaiologitika.gr

Yninpeoia yevikng xpriong

Most popular search term: évtumo aitnong yevikng xpnong

Most popular website: helppost.gr

Almost all users selected a link that brought them the desired result (helppost,
dipe.pellas, ypeuthini-dilosi.eu etc), but none of the links was an official one.
Xopriynon avtypddou An§Lapxikig mpagng yapou

Most popular search term: An€Lapxikn mpaén yauou

Most popular website: dikaiologitika.gr
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10.

11.

12.

18.

Xopriynon mLoTOTOLNTIKOU EYYUTEPWY CUYYEVWY

Most popular search term: miotomownTiko eyyutEPWY CUYYEVWVY

Most popular website: odigostoupoliti.gr

Xopriynon avtlypadou Anlapxtkng mpagng Bavatou

Most popular search term: An€lapxkn mpagn Bavatou

Most popular website: odigostoupoliti.gr

Xoprjiynon miotonotntikou nept un dnpocicuong dtabnkng

Most popular search term: motonolntikd nepi pun dnuocievong dLabnkng
Most popular website: diekperaiwseis.gr

It is observed, more than any other case, that in the tasks of “Miotonontikod
EYYUTEPWY ouyyevwy”’ and “motomotntiko nept pun dnuoacievong Stabrkng”
almost all users selected websites such as dikaiologitika, diekperaiwseis, odi-
gostoupoliti etc. This is probably due to the fact that most users are not familiar
with these tasks so they end up selecting the more credible option that will
guide them through. (there is also a lack of opponents.)

. Xoprjynon BeBaiwong Hoviung Katolkiag

Most popular search term: BeBaiwon POVIUNG KATOLWKIOG
Most popular website: dikaiologitika.gr

. MetaBipaon adelag kukhopopiag emBatnyol aAUTOKLVATOU

Most popular search term: petaBifaocn auvtokivrtou
Most popular website: Kteohellas.gr

. Avavéwaon adelag oérynong

Most popular search term: avavéwaon adetag odrynong
Most popular website: diekperaiwseis,gr

.'Ekdoon kaptag avepyiog

Most popular search term: kdpta avepyiag

Most popular website: oaed.gr

The task is the one where most people immediately said “l would visit OAED”
before searching on the internet.

. Avavéwan Kaptag avepylog

Most popular search term: avavéwaon Kaptag avepyiog

Most popular website: oaed.gr

This, as well as the previous one two more successful tasks where the majority
of users selected the correct link (oaed) successfully, since it has been deeply
established on people’s minds that oaed is connected with unemployment is-
sues.

ExtUmwon ekkaBaploTikoU ONUELWHOTOC

Most popular search term: ekkaOapLloTIKO +...

Most popular website: gsis.gr
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19

20.

21.

In this task, less than half of the users used in their search term gsis or taxisnet.
The links the users selected were almost equally devided between gsis.gr which
is the correct one and a helppost.gr link which had in its title the terms taxisnet
gsis, confusing users (img 28).

Taxisnet gsis. Ektumtwan ekkaBapioTikou 2016, gpopohoyikic dRAwang
www helppost.gr » Taxisnet, Gsis, TTNZ, Egopia «

28 louv 2016 - Taxisnet - gsis. MNwg va ekTuTwosTE To EKKABapIOTIKG OTpEiwPa TNG PoPoAOYIKIG
drhwaong 2016 amod 1o taxis. Bripama kar odnyieg yia EKTOTTWOT] ...

Image 28 Helppost google result

. Attnon erudopartog netpelaiov BEppavaong

Most popular search term: enidopa netpeaiov Béppavong

Most popular website: dikaiologitika/odigostoupoliti

Most users selected links from dikaiologitika etc with obvious direct titles insin-
uating they can submit the application there. Fewer people selected the gsis
link even though its description was clear, probably because gsis is not yet so
deeply connected to heating oil application submission. Some people selected
express.gr website since it contained gsis.gr (credible) in its title as well as
“kavte attnon” which is direct and nudges user to select it.

Altnon anoktnong akadnuaikng TauToTnTag

Most popular search term: akadnuaikr tavtotnta AMO +...

Most popular website: academic.minedu.gov.gr

This is another successful case, where the vast majority of users selected the
correct website. It is also the one case where so many users selected sublinks.
Maybe it’s due to the fact that there are many sublinks and that many of them
are using keywords used in the task scenario.

Avaintnon aAAepyloAdyou EONYY

Most popular search term: aAAepyloAdyoL eonuu Becoaiovikn

Most popular website: vrisko.gr

Most of the users searched for “aA\epyloloyol eontuu” and changed the search
adding the keyword “Becocalovikn”, seeing that the results of the first search
provided results of other regions or didn’t clarify the region.

The majority of users selected websites such as vrisko.gr and 11888, websites
that provide phone info, in absence of the official “correct” websites in the first
results.

Using the search term that most users used (“aAAepyLoAoyol eomuu
Beooalovikn”), website of EOPYY appears at the bottom of the page, whereas
apps.ika.gr does not appear at all in the first results page. After various testings,
when a medical specialty keyword is added in the search term (which is what
the majority of users do), eopyy and apps.ika.gr do not appear in the first page
or appear way down.
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22.'Exboon SwaBatnpiou

e Most popular search term: ékdoon Stafatnpiou

e Most popular website: passport.gov.gr

e The is the most successful case since all participants, except for one, selected a
link or sublink of passport.gov.gr

23.’Ek600N OTUVOULKAG TAUTOTNTAG

e Most popular search term: ékdoon tautdtnTog

e Most popular website: hellenicpolice.gr

e |t has to be noted that for ID and Passport issuing the majority of users if not all
know for sure that they can’t issue them online.

Conclusion

It can be easily observed that the success rate in the findability testing is very
low. Users rarely selected the official portal to accomplish the desired tasks. There are

3 main reasons for that.

First of all, ermis portal, which is the portal for accomplishing the majority of
the above tasks, does not even appear in the first page results, with the exception of
“avtiypado mowikol pntpwou”. It is obvious that further analysis has to be made and

use Search Engine Optimisation techniques to improve ermis findability.

The second reason is the lack of information to citizens as far as ermis is con-
cerned. As a result, even when ermis is at the first page results, users don’t select it

because they don’t know it.

At last, another important reason for the low success rate is the fact that web-
sites such as dikaiologitika etc have gained big popularity over the last years for offer-

ing accurate directions about how to accomplish the tasks, thus gaining citizens’ trust.
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Usability testing

Extunwon ExkkaBaplotikov

Ideal User Flow

Visits www.gsis.gr

N/

Selects "my account”

1 B

N/

Signsin

NS

Selects "applications"

V2

Selects "dhopoc elgobnuaroc GpuoIKwY TTIPoCcWITWY"

/

Selects "enter"

N

Selects year

AV

User opens the right pdf

Overall Results

Overall results from the usability testing for “extUnwon ekkabaplotikov” can

be seen in table 3.

Table 3 Overall results for “extunwon ekkabaplotikov”

. . Performed
Time before seeking i
No of total . Help from external Help from |Told to start| this task
Success X Total time X help from external o X L
clicks websites . facilitator | from gsis.gr | again in the
websites
past
User 2 NO 41 9 YES 5,5 NO YES NO
User 8 NO 35 8 YES 4 YES YES NO
User 9 YES 7 1 NO - NO NO YES
User 11| YES 22 9 YES 6 YES YES NO
User 12 YES 8 1 NO - NO NO YES
User 13 NO 19 6 YES 3,5 NO YES NO
User 19 | YES 18 6 YES 3,5 NO YES YES
User 20 NO 10 4 YES 2 NO YES NO
User 23 NO 15 6 NO NO NO YES
User 24 NO 6 2,5 NO - NO YES NO
Average - 18,1 5,25 - 4 -
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Clarifications:

e The help that was given from the facilitator to some users was mere clarifica-

tions when users asked whether some tasks are the same as “ekkaBapLotikd’

)

or when they wondered whether the E1 statement pdf is ekkaBapLotiko.

e All clicks were counted both in taxisnet and in external help websites.

levir) Mpappateia
MAnpoyoplakwy ZuoTNUATWY

EAAHNIKH AHMOKPATIA
YToupyEeio OIKOVOUIKEY

YTnpeoieg mpog

Mohiteg EmxsipRceig

= Armoelg NeTpehaiou
©éppavarng
‘EvTuna T.K. 2017
AnAwon E9
AfAwon ®©.E.®.M. (E1)

Bepai@oEeig Anodoxov
Anhaoelg @opou nAoiwv
a’ kamnyopiag v.27/1975
AnAwon E9

Anhwon @.E.N.M. (N)

ArTjoelg PuBpiosav
‘Evtan oe E18. Kafsotig
Ap6.398 KOd ©.M.A

MNepIcoGTEPA *

e-Mapapoio
ExAoyikr Anolnpiwon

MNepiocoTEpa *

XpAocipeg mAnpowopisg
D©opoloyikog odnyog

revikég MAnpogopieg
®opog Eicedrjparog
@©.M.A - V.I.LE.S5.
K.B.Z.

®opog Kepaiaiou

Evnpépwaon/ BoriBela

TuxVEG EPWTT|OEIG -
anavinoelg
ITanonka
Maywviopoi/
AlaBouleloElg

MNepiogaTeEpa » MNEepICOOTEPA »

21.02.2017: Aartoupyia viag Madiktuakrg MoAng tou Ymoupyeiow Oikovopikwmy

Anupéoia Aiciknon

KévTpo
MgAeimroupyiketnrag (KEA)
Eviaia Apyr) MAnpwprig
Evigio Z0ompa NAnpwpayv
e-NMapapolo

®opoAoyikd MoTonoinmka
Mpocwpivi ©.M.Y.

MNepioooTEpa *»

Apdoceig

Miofodoagia YNOIK
Zuvtageig Anpooiou
MoBIKTUGKEG YNNPECIiEG-
Web Services

KapTa Anodeifewy

HAekTpovikr BifAioBrkn
A.AAE.

MNepioooTEpa *»

Image 29 Screenshot n° 1

Observations for image 29:

E—) [ C]
Ynnpeoieg npog » Mopohoyikog 0dnyog » Anpooia dedopéva » Naywviopoif Miafouledoeg » Enikovwvia » Borjfzia »
Apyikn Zedida
02.03.2017: MaBown n sgpapuoyr yia vy unoBoAr BeBa 3 (O HAE.A. ALAAE.) myTAXISnet

O hoyapiaouéc you

Eyypagr Néou Xpriomn
Evepyonoinon Aoyaplacuod
EEouoiodoTroeic
Mpoownonomusvn MAnpopopnon

K.E.®. - Kévtpo E§umnpétnong
Dopohoyoupévwy

TnAépwvo: 213-1621000 (AYTLHAY
AAAE)

Kévipo EEumnpétnong Yndxpewy ce
Srihwoon moBev soxeg (KEY-NOGEN)

Tnhépwvo:210-4802100 (M.IN.Z.EAY.)
Fehida unoBokic MOBEN EZXEE

AvaBafpion KevTpikow
M YnoheyioTikdv YnoBopov
(TLS1.2)

» 08nyieg ZupnAfpwong ARAwoNg
®E®N ®opohoyikod 'EToug 2015

Evnpépwon Twv epyalopévev oTo
» Anuooio, Ta N.MLALA. Kal Toug
0.T.A. yia T pioBodoagia Touc.

08nyisc Epappoync Tng I.Ir.ALE.
M vio Tov Eheyxo Nopipérnrac
Tapsigkov Mnxaviouoy.

Ninpwur @dpwv Kal TEADV and
» XWpeg TNe Cwvng SEPA via
dnAwoeg and 1.1.2014

Aladikaoia xopnynong A.d.M. kal
unofodng dnAnoswy ®MNA and

M undxpeouc nou eival
EyKaTEOTNUEVDI O AAAo KpaTog
péhog TNCE. E.

1. User 24 selected “dopoloyika motonointikd” from “Anupdoia Stoiknon” table,
thinking it might have something to do with “ekkaBaplotikd”.
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Feviied) TpappaTeia ) EAAHNIKH SHMOKPATIA
B Mnpopopoiy Furmjpdmuy YTroupyio DIKoVOUIKIY

@ air 1y
Ynnpeoies npog = GopoAoyikds O3nydc = Anpbmo Sedopiva s Aywviopol/ AMoBoukeioe, = Enkonvavia = BofBaa =
Apykiy ZEABO > YNNPESIES Npog = NOAITE
YNnpegiec Npog Toug NoATE
e TAXE 1)

MNEQ: Ynnpegia Xoprynang EniSopartog Katavahwang Merpehaiou Béppavanc
Exmunwon Eviunwy Tehwv Kukhogopiag kal Katdoraan Oxnpdrwy
Hhexrpowvikr] BifhoBrkn e Mevikic Mpappateiac Anpogiwy Eodwv
Ynofohf GnAwaong ©opohoyiag EigodfuaTog E1

Ynofohl Eviinou A21 yia xopfynon olkoyevelakay enidopdTwy

152/2013)

Armoeig PuBpigewy (N.4
Ewchoyier] Anofnpiwan
e-Mapafoho

Afhwon MovaBikod Akoraoyerou Tpaneljkol Noyapiagpold yig $.00.
Pdpog Yrnepagiag AkivriTwy A

AgiTe av eioTe nahaide xpriomg TAXISnet ka1 xpaidieral va napakdBere khadapBuo and A.O.Y
Mpofohf AnAoewv IToxeiov AkviTwy (E9)
Evnuépwan EkkaBapiong

vTIKEIEVIKOG MpooBiopiopog Aflac AkvrTww)

Tehwveiakec Ynnpegieg

Eifonoifgeig nAnpwyrc [ ENoTpops popou

Mpoowpivr Afhwon AndBoong épou kal TeMbv XapToorpou

YnoBohl Opiomikrg AfAwang ©.M.Y. ( E7) ok.Erouc 2014

YnoBoh Opiomikrg AfAwang @.M.Y. ( E7) ow.groug 2013

Yo ohr Awaonc Anédoonc MpokaTaBAnTEoy popou oTc adolBec ApxTekTovwy- Mnyavikoy
Ynofohl Afhwang AnéBoong MapakpaTolpevou popou elgolrpaTog epyohnnTwy

Yrnofohl Afhwang napakpaTolpevou popou and gopeic yevikng kufépvnang kata Tnv npopnBaa kabe eidoug ayabav
1 Napoyric unnpedIiy

Ekdioon Anofaiknkol Evnuepdmmrag

Eykupdtnra Gopohoyikiay EToIxeiwy

Avalfmaon Etoigeiwv AoyioTr

e- Eviuna

‘Eviuna Anogpuyric AnAfg ®opohoyiag

Mivakag avTKepeviKay TIHWY aypomKoy npoidviwy (2014)

EhetBepa Npoypdppata kar Aoyiopikd Avoirol Kmdika g IMTE

Image 30 Screenshot n° 2

Observations for image 30:

User 11, user 19, user 20 and user 23(only briefly though) scanned all the avail-
able services at “Yninpeoieg mpog nmoAiteg” page.

User 8 and user 11 wondered if “Evnuépwon ekkaBapiong” is the desired task
(user 8 in fact clicked on it)

“ExTUnwon evtuTwy TEAwV KUKAodOopLag Kal Katdotacn oxnuatwy”’ caught us-
er 19 attention, because of the word “ektunwon” (which is also contained in
the desired task)

User 8 and user 24 used the website search tab to search for “exkaBaplotiko”
but got no results. (They actually didn’t put an accent on word ekkaBapLoTIKO.
No useful results, at first glance at least, appear however even when using the
accent).
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AAAE
AveEaprntn Apxn TAXISnet gr My TAXISnet l:

Anpoaiwy Eadbv EAAHNIKH AHMOKPATIA

0 Aoyapiaopés pou_W| Eqappoyic TAXISnet W NMpoown.Mhnp/on W Anocivicon W

4 A.®©.M.:133499951 - B A (A ané.

L Mayeipion Aoyapaopod

AX . . Ay
© EEr— i Kahwonplame omo TAXISnet, mv npoownikn cehida Tou hoyopiaouod ogag oo TAXISnet.

- Eqpappoyig popok. npowpil
» Ta va Beite 6Aeg i BiaBEmpeg epappoyég Tou TAXISnet namioTe Tov oUvBECUD Epappoyéc
- EUVTOPEGTEI, EpapPoyHY

- EpwmpaTa npog I.I.MN.E. . . . . . .
« Tia Siaxeipion Tou hoyapiacpol gag (ahhayr oToixeiwv enkovwviag, ahhayn kwdikel npéafacng, kAn) namore

. . . Tov oUvBEOUO Aayeipion Aoyapiaopol
EicepxSpeva pnviipaTa

© AAAayn Etorgsiwv MnTpuou
« Tia va eEougioSomoeTe dhAoug ypfioTeg Tou TAXISnet yia va Spacouv ek pépoug oag | va Beite eEoumolomoeig
nou oac £xouv KAVE! NaTaTE Tov alvBeopo EEougoborhesic

« Tia unoBoAf Brhwong @.M.A. - VILES. namore ebi] @

Image 31 Screenshot n° 3:
Observations for image 31:

User 2, user 11, user 13, user 19, user 20, and user 23 spent a lot of time hover-
ing over the top tabs of “My account” webpage and almost all of them clicked
on both tabs “Edappoyég Taxisnet” and “Mpoowr. MAnpodopnon”.

User 2, user 11, user 13 and user 19 checked the left tab menu on the “My ac-
count” page.

While trying to find a way to accomplish the task, user 11 tried clicking on the
top headers “AAAE” and “TAXISnet.gr”

User 11 tried to find a search tab while at this page, with no luck though.
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Image 32 Screenshot n° 4

Observations for image 32:

on that service.
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User 2, user 11, user 19 and user 23 spent some time “scanning” “Edappoyég
TAXISNET” webpage
User 11 and user 19 confused “Evtumo BeBaiwong ¢popoloyikig evnuepotntag”
with “ekkaBaplotikd”, user 19 only briefly though, while user 11 in fact clicked

User 13 tried to find a search tab while at this page, with no luck though.



AAAE YnoBoAn AnA@oewv 2016 E'

AveEaptnin Apxni TAXISnet gr . l
Anpociwy Ecobuwv EAAHNIKH AHMOKPATIA

A A.®.M.:133499951 - BacihikonoUAou and. acnpivia

AETTOYPITEX AHAQZEIZ ETOYZ : 2016 -

0Bnyieg
xphonc BAZIAIKOMOYAGY AZHMENIA TOY ANO
FuyvEg *FFEMIZHMANIH** O1 SnAwozig popoloyiag eiodipatog pe Bdon To v.4446/2016 vnofalhovral xeipdypapa oy appodia A.OY.
EPWTIOEL,
AsIToupyieg Eviinou
i ApiBpoc 2 .
Evruno KaraoTaon ¥ N . ExTunwaon Mpakng
Hu/via unopoiic YnoBohn E;.m on AwiknTikol NpooSopiopol
L L wopou
Apyiery, £xe1 unoPinBei E1-168839 /
: PDF
E1 NAEKTROVIEG 13/07/2016 19:54 ‘ | I | ‘ |
E2
e [ | | I | I
E2
uiyeu | || = | | |
MEE
E3 \ | | (N | I
Yofiohd Toanonommr
AMEC Aemoupyieg
MopaTnprioelg kal NpoTAcElg yia T PeATiwon Tng Aemoupyiog Tou ZuoThpaTog
IMPOZOXH!!! 1. Ogol unofdakhouv Ta évTuna E2, E3 npénel va Ta OPIZTIKOMOIOYN npiv Trv TeAikr] unofohr Tou E1

2. O ekTUNWoEG PDF pnopolv va anoBnkedovTal oTo PC cag yia peAhovTin xpAcn

3. 01 unooTnpildpevol gpuAlopeTpnTég (Browsers) eival ol IE kal FireFox

4. AvoiETe £va puAikopeTprTn ava oTabpd epyaoiag, ywpic arka napabupa 1 tabs

5. H nhofjynon and ochida oe oeAiba npéne va yiveral povo [I€ Ta KOUPMIA TG Epappoyng

6. Ma ¢Eo0fo and Ty epapypoyr| NAaTEioTe onwodhnoTe To koupni Anoolvdeon (navw Gegia)

Image 33 Screenshot n° 5

Observations for image 33:

1. User 2, user 8, user 11, user 19, user 20 and user 23 opened the wrong pdf first
(the left one) (even though all 5 except for user 23 were following instructions
which clearly stated which is the correct one). User 23 in fact only opened the
wrong one. User 2 and user 11 actually weren’t able to tell whether it was the
correct one or not. (In fact, user 11 would print both)

2. User 13 spent some time reading the remarks at the bottom.
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Conclusions:

Most users are aware that ekkaBaplotikd onpeiwpa is issued through taxisnet.
As mentioned before, it is a portal that has managed to penetrate people’s lives and is

successfully combined with some basic features that it offers.

However, only 2 users were able to perform this tasks succesfully without using
any help. Even user 19 and user 23 who had issued this in the past, gave up at some
point (after that point user 19 was told that he was able to use help from external

websites and so he did).

The majority of issues that users faced is due to the fact that the words
“exkkaBaplotikd onueiwpa” are not used anywhere in the website, not even in the col-
umn that contains the ekkaBaplotikd pdf (it describes it as “ektumwon mpagng
SlokntikoL mpoaodloplotikol dopéa”, a term with which most users are unfamiliar).
As a result, users spend much time trying to find this term or something that resem-

bles it, with no success.
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MLOTOMOLNTLKO OLKOYEVELAKIC KOTAOTAONG

Ideal User Flow

Visits www.ermis.gov.gr

N/

Connects to

ermis

N/

Authorizes ermis to access his data

N/

Selects e services immediate result

N/

Selects "ekteéhean unnpeoiag” of marital status certificate

N/

Selects municipality etc

NS

Selects avalnitnon

N/

Selects "éyypado"

N/

Selects "edw" to open the document/goes to "nAsktpovikr Bupida" and finds it there

Overall results:

Overall results of usability testing for “lNMotomolnTikd OWKOYEVELOKNC KOTAOTA-

ong” can be seen in table 4.

Table 4 Overall results for MGTOMOLNTLKO OLKOYEVELOKAC KATAOTAONG

Time before Started |Performed
No of Total Help from X i
. seeking help from| Help from| from this task
Success total time external ) . _
) ) . external websites| facilitator | other again in
clicks (mins) websites : i
(mins) website [ the past
User 1 YES 24 5 YES - NO YES NO
User 5 YES 50 15 YES - NO YES NO
User 6 YES 56 8.5 YES - YES YES NO
User 7 YES 38 10 YES - YES YES NO
User 10 YES 18 4.5 NO - NO YES NO
User 17 YES 31 5 NO - NO YES NO
User 21 YES 69 15 NO - YES YES NO
User 22 NO 53 15 YES - NO YES NO
Average - 45 10,4 - - - - -
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Clarifications:

User 5 completed the task, in Category 1 though. It is considered as successful
since that one is also a Motomnowntikd Okoyevelakng Kataotaongc, just takes
some days until user receives it in HAektpovikn Qupida.

The help that was given from the facilitator where stated so, was not crucial,
but limited to answering questions concerning whether user should proceed
even further with the application, or advise user to leave eu-gogo and go to
ermis (user 6 and user 21)

All clicks have been counted, inside and outside ermis.

Only user 22 did not perform the task, she did not even enter ermis website,
however she did not receive any help from the facilitator.

Entry point:

None of the users went directly to ermis website. This is because none of the
users knew about ermis and about the fact that many certificates can be direct-
ly issued online. What is more, as indicated in the findability testing, ermis
website does not appear in the first page results in Google when searching for a
service (given the fact that all users googled the exact task terms, it is a big is-
sue). As a result, in their effort to find the correct portal to do this task, half of
the users found themselves at websites such as KEP, eugogo, Thessaloniki.gr
where they tried, in vain, to accomplish the task. These are all official govern-
ment websites and since they already have a tab for info about miotonointiko
OLKOYEVELAKNG Kataotaong, users would expect to be guided in an obvious way
to the right portal for its accomplishment, which does not happen. Therefore,
the majority of users were redirected to ermis following a link from another ex-
ternal website (dikaiologitika, foroline, etc) or googled about it upon reading it
on another website.
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t I EN | FR | DE Avagiimon

=rmis
rm I - N IYETLKA PE TN TIOAN

HAEKTPONIKEE YNMHPEZIEE HAEKTPONIKH @YPIAA  YNMHPEZIEE KAl TAHPO®OPIEE  YNHPEZIEEZ AAAON IZETOXOPON

Eiore efu: Apywr) oediBa / Apyur cediSa

H MUAn «EPMHEI» arrotehel tiv Kevtpuer) Auadikruakn MoAn tng nuoowag Slolknong, mapéyovtasg otoug
TOALTEG KO TLG ETILXELPNOELS TIANPOMPORNar Kol NASKTPOVIKEG UTINPECLEC.

O nAextpovikég untnpeoieg tou EPMH ywpilovral o 800 katnyopics: . .
ETILKOLPEC OVOKOLVIWIOELG

Hhzktpovikég Ynnpeoieg - Oy apeon mapakafn B 28/03/17
amotsAfoparog e s [ -
HAEKTPONIKEZ YNMHPEZIEZ E&u umoPdhets nAsktpovikég  ylo UTIN pedisg Tng SR ERTEas n q"z'c.‘”qélu'
' _ ol | ’ EpnpepiSac "AH QPLE
Karnyopta 01 Snuoolag Soiknong, mapaka ovTag To anotéheoya
@ == (motonoLnTks, PePaiwon, kA eite and v .

niextpovikr cag Bupisa site amd to KEM mow Snuwvete
katd trv umofodn T aitnonc.

327N nhekTpovIK £
EpnpepiSac "AH

Hhektpovikég Yninpeoieg - Apeon mapalafn

amoTeAEopartog 326N nhekTpovikr
HAEKTPONIKEE YNHPEEIEE  E&u umofidhets nhektpovikéc autrosls yia umnpeoisg Tng  E9nHEploac "o
Katnyopia 02 Anpéowac Moiknong, napahapfdvovtag Aueoa To

_— . . . N ARpnc Kardhoy
e anotedeopa (muotomounTiks, Befaiwarn, Kh) otnv MAripr; KatdAoyog

nhektpovik oag Bupida.

Image 34 Screenshot n° 1

Observations for image 34:

1. User 5 and user 7 changed the language to Greek only after the facilitator
nudged them a bit about it, even though they were facing difficulties with the
website being in English and kept complaining about it. (In the entire above
cases ermis website was in English at first) A possible reason for that is the fact
that the CTA for changing the language is not so visually distinctive (small let-
ters, wrong use of colors)

2. User 1, user 17 and user 21 faced a difficulty in finding how to login to the web-
site. In fact, user 21 used the search tab and searched for “login” (“cuvéeon”)
(no results came up). Again, a possible reason for that is the fact that the login
button is not so visually distinctive (small letters, wrong use of colors)
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3. All of the participants, except for user 5, selected category 2 of available eserv-
ices, however half of them were following instructions from another website at
that point. The ones who weren’t following instructions were a bit confused
about whether to choose category 1 or 2 but they were predisposed by the
term “aueon mapaiapn” contained at Category. The truth is that users don’t
really know the difference between those two and which one is the one that
they need.

4. User 6 used ctrl + F for searching in that specific webpage for e-services
(“nAekTpoVIKEG UTNPEDILES”).

' evimice | Aescimen

HAENTPONMKET YIHPEZIEE = HAEKTPOMINH GYPIAA  YITHPEEIET KAl MAHPOSOPIEL

e e Agguas] i r lsrponniss Vnmasisg

MAzkTpovLKES Yrnpeoieg ermis

TP m popén mou TIapEEL TV uTnpesn

) SHMOTOAONC, BAKD AHSIAREID) AEHMNEIM [ HI1PE BATPD

o vy prpcpenoenE T nopakdiu HAstpovds Yinpesiee, Ba npine va eyyageite
WL i cUBERELE T TILAR B

ELKG Angropyeiol

Image 35 Screenshot n° 2
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Observations for image 35:

1. User 5, user 6, user 7, user 10 and user 21 clicked on button “MAnpodopiec” of
service 7, which takes user to a rather confusing webpage, increasing the time
needed to perform the task. When user is not logged in, all he can see under
the task is an “information” link, whereas when user is logged in, one more link
appears: “ektéA\eon unnpeoiag” (img 36), which is the gate to perform the ser-
vice, as shown below.

7. Xopriynon Bepaiwong owkoyevelakng katdotaorg (EGvike Anpotohdyio)

veow autrg tng nhektpovikrig unnpeoiag oL mohiteg piopouv va mapouv on-line avtiypapo Befaiwong owoyeveLaxr)g

katdgraones and to EBwnkd AnpotoldyLo.

Image 36 Screenshot n° 3

2. User 7 and user 17 used the available filters, without knowing however what
they were doing and why. These filters might make sense for people working in
public bodies but they don’t make much sense for most of the users, as no one
can be sure about the department that provides each service, so this might
lead to further confusion.

3. User 17 opened, in a new tab, “NMw¢ pnmopw va mapoAdfw Kal va EKTUTIWOW
uLa BeBaiwon owoyevelokng kataotaong” from “uxvég epwtnoels” and fol-
lowed these instructions.
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HAEKTPONIKEE YNMHPEEIEE HAEKTPONIKH @YPIAA  YNMHPEZIIEE KAI MTAHPO®OPIEE  YNHPEZIEZ AMAGN IZETOXOPON

Elore ebur Agyr) oehiBa / Hhentpows Yrmpeoieg

TyeTIE
2 ETIKE

C UTINpEC

— ——

Xoprjynon Bepaiwong owkoyeveLakng Katdotacong (EBviks AnpotoldyLo) Q s KOPFYTION TAOTOMOUELKOD CLKDYEVELTRTE
KOTOOTOOT,

=rmis. % Xoprynon moronoueiked syyOTEpuy

T ouyysaiy

& Xopryran BeBaiaon: SlROVEVELTRRT
karaoraong yua OFA (EBwnkd Anpotodoyma)
AppdEiog popfag: EONIKO AHMOTOAOTID
EpmAskdpevol wopeig KEM

Kéorog MnEéy

lotoosAida: http

(VW EIMiS EOV.ET
Nopuwed mAaiove: DEK 896/B "/16.07.2002 - P S
& Opuomkomoinon £vtafng OTA mputou
BaBpod oo puer] Bdon S=Bopsvum Tou
EBuol Anuotohoyiou

HAskrpovikn AlEknEpaiwon ZupPatikn AEKTEpAlWwan

Ia va XproyoToLnoete v HAsktpovikn] Yrinpeoia, Ba TpemeL va eyypageite kat va

= A A r & Awtenayyekn aualftnon moTomoUrTLKLLY
ouvBeEBELTE oTrv MUAn ermis. appofuTag YTLELA AR

& BePauios
Baon SxEoy

YUEWEL OFED TI]W KEWTPLKN
v o EBvixod Anuotohoyiou
Neptypagpry

X UTAE TG NAEKTPOVLKIG UNNPEoiag oL mokiteg pnopolw va ndapouv on-line avtiypapo BeBaiwons clkoysveLakng

Eyypaupr] oIV unnpeocia
Triv UMNPECLa AUTFA PTIOPELTE wa Trv EKTEAECETE ano v TOAN ermis, apod npwra perafeits oz onowsnnote Kevipo

EEunnpétnong MNohurww (KEM) yia wva motonowroete Ty opB4TnTa Twy mapakate oTousiuw:

k AAT A MwaBatnpiou i AumAwpatog O5ynang
Muotonolnon pe Néa AGewa OaAynong r Ashtio Aotuvepkng Tautdtnrag f &iafatiplo

k ‘Ovopa pnTépag
Motenoinon pe Ashrio Astuvopknc Tautdtnrag f MotonownTkd Févwnang 328 phextpovier] £xSoon efSopafialag
egnuepifag "AHMOEIOypagwd”

k ‘Ovopa matépa

Muoronoinon pe Ashtio Aotuvo pkng TautdTnrac f Mwotonownmkd MEvwnang BN

27 nhextpovisr) £kEoon efSopofialog

Hhektpovikeg Yrinpegieg mou amaitolv Ta ifia SikaohoynTika Egnspifac "AHMOEIOypagud”

° Xopriynon Befaiwaong Bayévelag (EBvikd AnpotohdyLo)
3260 nhextpovusr] £x5oon efSopabialog
egnuepifag "AHMOEIOypagwd”

° Xopriynon Befaiwong yévwnong (EBvikd Anpotokoyio) Mispns Karahoyog

e Xoprynon BePaiwong owoysvelakng katdoraong yia OA (EBvikd Anp

Image 37 Screenshot n° 4

Observations for image 37:

1. User 21, upon reading that she has to login to “mUAn ermis” in order to use
the e-service, spent some time wondering where is TOAn ermis without re-
alizing that she was already there, she seemed confused by the word
“mtOAn”.
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2. User 10 clicked on “nAextpovikn dieknepatwon” tab thinking it will take her
to another page (or just to confirm that she was already at that page).

3. The next step that all users (except for 1) who found themselves on that
page without having logged in first (Users 5, 7, 10) took, was to try to log in.
There was a small general confusion at this page but the login direction was
what eventually influenced the user.

4. User 6 (who thought he had logged in before but he hadn’t), got confused
by “nAEKTPOVIKEG UTINPECLEC TTOU amattouy Ta idla SikatoAoyntikad” and al-
most selected “Xopriynon miotonontikoU OLKOYEVELAKNA G Kataotaong”

5. User 21 clicked on “Mwotonowntikd olkoyevelakng kataotaong” from the
section “similar services” on the top right, which created a bit of confusion
as to which one is the correct one (BeBailwon or mioTonownTIko).

L]
. I'mIS. EOvikn MUAn Anuooiag Aloiknong

www.ermis.gov.gr

Altnon ywa:  Xoprynon BeBaiwong olkoyevelakng katdotaong (E6viko AnpotoAdyio)

Itoixeia Avadiitnong

* 0 - H dvopa: AFHMENIA * Emwvupio: BAZIAIKOMOYAQY

*‘Ovopio Toté pa: ANOETOMOE “‘Ovopa pntépag: BAAENTINH

Huepopnvia yévwnong : 06/08/1985 * Nopapxakr avtodwoiknon: Begoahaviknc M

* Aipog / Kowdnra: Aaykada v * Advor xpriong BeBaiwong Cevikr] yprio v
OIKOYEVEIIKIC KaTdoTaons:

Ta media pe (*) eival unoxpewtikd. Ta media Ovopa, Emuvupo, Natpavupe, Mntpavupo ka Hugpopnvia Mwnong eival mpogupminpwpéva kal §ev PNopEiTe va Ta
TPOMOMOINCETE.

Image 38 Screenshot n° 5

Observations for image 38:

There was a small hesitation before clicking the word “Avalritnon”. Users are
more used to seeing other words at the final step of submitting an application
(YmoPoAn, ExktéAeon, Emduevo or something similar). However, here users see
“Avalntnon” probably because of the way the system works: in fact the system
“searches” for user’s LOTOMOLNTLKO OLKOYEVELOKNG kKataotaong” and displays it
to him. It does not though correspond to the way user’s mind works. (Users see
it as making an application and receiving the certificate).
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Altnon yia:  Xoprynon BeBalwong oikoyevelaknc kataotacng (EBviko AnpotoAayio)

. g g o ApiBpog ATA

Ovopa Emwvupio MnTpwvupo Martpwvupo e T
Aonuévia Bacikomoliou Bahevtivn Amdotohog 18495 2 ‘Evypapo
Agnpna Baoihwonmouhou Bahevtivn AmdoTtohog 18187 3 ‘Eyypawpo

“* Edv ota anoteAéopoata mou enéotpewe n avalntnon dev oupmepdapBaveTal n owoth eyypapn, TPENEL va TEPPOTIOETE TNV EKTEAEDTT NG

Image 39 Screenshot n° 6

Observations for image 39:

1. All users were a bit confused as to why there are 2 certificates and hesi-
tated a bit before opening any one of them.

n
. I'mls. EOvikn MUAn Anuooiag Aioiknong

www.ermis.gov.gr

Altnon yua:

Xopnynon BeBaiwaong okoyevelakng kardotaang (Efviko Anpotoldyio)
H cuvahhayr cag ohokhnpoBnke pe emruxia. To Syypapo oag 248 anoBrkeutsl oty nhektpovikn cag Bupida.

Matrote 28w yia va pmopéceTe va EKTUMWOETE To Eyypago oag. [a Adyoug acpaleiag To éyypago cag mapapével kKAadwpéve oty Tpoowmkl oag Bupida.
Ba xpaocbe va to Eexhadwoete mpre amd Ty enickeyn oag o omowdimote KEM dote va unopgoere va emMKUpWoELE T0 £YYRPo oug.

Image 40 Screenshot n° 7

Observations for image 40:

User 1 was the only one who didn’t select “edw” but went instead on her
“nAextpovikn Bupida” to find the document.

Only user 1 and User 21 knew where “nAektpovikn Bupida” was, User 5 was
confused by “HAektpovikn Bupida” didn’t know what it was or where to
find it. All other users just didn’t mention something about it.

User 21 thought at first that the document was sent to her e-mail (the fact
that the website asks for the user’s e-mail the first time he signs in and the
expression”to eyypado oag exel amobnKkeuTeL TNV NAEKTPOVLIKN BupLlda
“helps to this assumption), but after a while remembers that she had no-
ticed “nAextpovikn Buplda” a while ago.
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n
. I'ml..?. EOvikn MUAR Anpodoiag Aloiknong

www.ermis.gov.gr

Aev emTpénsTal n MpécBacn oTov SIKTUAKG T6TO Tou eMAEEaTE.

Image 41 Screenshot n° 8

Observations for image 41:

All users except for user 1 were stopped by the facilitator as soon as they

clicked on “e6w” displayed on screenshot 6 and the document shown on

image 42 opened. However, user 1 was not told to stop and went back and

tried to open the second document and received the message above. (User

must do the whole procedure from the beginning again to open another
document).

EAAHNIKH AHMOKPATIA 23/032017
YMOYPIEIO EZQTEPIKQN

TEN. A/NZH HAEKTP. AIAKYBEPNHIHZ KAI EKAOTON

AIEYOYNEIH AZTIKHE & AHMOTIKHE KAT /IHE

THHMA AZTIKHE & AHMOTIKHE KAT/IHE

BEBAIQZH

Ta crorxt:u nou nepihapPavovral otny napousa Befaiwon npommow and v chp\m Paon Mout:vmv TOU EBleou AnpoTohoyiou ka icoduvapolv PE auTa nou
ThpolvTal oTo Afpo Aaykadad Tou Nopol Bessokovikn kol REpIEKOVTAI OTo RISToNOMNTIKG Okoyevelam|g KaTaoTaong.

Ta mio kdTw dTopa £ival EyyEypappiva oTo AnpoToldyio Tou Afpou AdykoBa Tou Nopou Secoahovikng otnyv 18495 (npwnv 4270 ) olkoyeEvEIK PEpIda ToU
AnpoTodoyiou, pE Ta kaTw oToKEsia:

Zroneia Am—'l Méhog Mepidag

AsA Ma»lam; ﬂm?yrvemmc Mepoduc
mJ.DqA/A Malouq Omcoyevean]s Mepidag
Ié’mmm Me.lmn; Apyikh u:Anq uﬁp»&x
Eiflog Eyypagijc Kavovikr syypopn
Endvupo MnapouTa
‘Ovopa i
Pude e
‘Ovopa Rarépa KeovoravTivog
Enwvepo mmpa MnapouTag
‘Ovopa M.r_r:mpac Ei i
Enavupo Mampﬂg MnapolTa
Tévog Marepac
m.nepopqm rEvvgang 11011962

“‘WUUC
Tonmaj .r,rdmmrm Kawumm Teévvnong
dquarmr EVoTnTa IEvVnone Becoahovikng
Anpog rewnang Beosahovikng
Mpocrawmmg Seosahovikng
Xawrpa [Evvong Ehaba
TBayévea EMnwakr)
Hyepopgvia Krijenc I0ayéveiag 11/01/1962
Aomeg IBayeveisg

i KTijang i 17/08/2004
En’mﬂcEMormgAmByoc 2304962004399
faparnpiiaci;

Image 42 Screenshot n° 9
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Conclusions:

The most difficult action in completing the above task is finding where to do it.
Most users spent time wondering around in other websites due to lack of information,
since all of them were unaware of ermis gate and its purpose. Upon entering ermis
website, an essential action was to log in at first to “unlock” the “ektéAeon” button

under the desired task.

There is not much user control and freedom, login button is hard to find and
there is no logout button available in all pages (there is at some but it is quite hard to

find).

Another important issue is the fact that the website lacks match between sys-
tem and the real world. It uses words, phrases and concepts mostly connected to the
administrative bureocratical procedures that organizations follow, which are not famil-
iar to the user. Therefore, it presents a lot of content problems (i.e. “avaltnon” ob-
servation). In some cases, this creates more needless steps (i.e. Screenshot 7, since the

link “éyypado” predisposes user that he will open the certificate upon clicking it)

Ending, there is an overload of unnecessary info, even at some critical points

(i.e. Screenshot 4)
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Altnon embopatoc metpeAaiov BEppavong

Ideal User Flow

Visits www.gsis.gr

N/

Selects "Atnosig Netpehaiov O¢puavanc” from "Ynnpeoiec mpog mohitec” tab

N/

Signsin

1 L

y

Selects "Ymopor/Awaxeipion aitnong”

N/

Selects "ZupumAnpwon aitnong"

AV

Ticks box "AnAwvw uteBUVa OTLOAX T OTOLXEL TNC ATNONC TTOU MPOKELTAL VA

untoBaiAw eival ohnon."

\/

Fills in the application

N/

Submits application

Overall results:

The overall results of usability testing for “Emiopa metpeAaiov Béppavong”

can be seen on table 5.

Table 5 Overall results for Enidopa netpehaiov Béppavong

. Help from [Time before seeking Started [Performed this
No of Total time Help from o
Success . . external | help from external .- from other | task again in
total clicks| (mins) . ) ) facilitator )
websites websites (mins) website the past

User 3 NO 5 2 NO - NO NO NO

User 4 YES 7 1,5 NO - NO NO NO
User 14 YES 6 1,5 NO NO NO NO
User 15 YES 8 2 NO NO NO NO
User 16 YES 11 2 NO - NO NO YES
User 18 YES 11 4 NO - NO YES NO
Average - 8 2,16666667
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Clarifications:

e Users were stopped at the very last step, right before completing personal info

(iban etc). For practical reasons, it wasn’t considered useful to continue after

this point and submit the application.

e User 3 did not successfully accomplish the task because she clicked “submit”
without ticking the necessary box (screenshot 3).

e All clicks were counted inside and outside of taxisnet.

Entry point:

All users had to google it since they didn’t know that it can be accomplished

through gsis.gr. However, all of them except for user 18 selected gsis.gr website. User

18 selected odigospoliti.gr from which she followed a link that took her to gsis.gr.

Ynnpeoieg npog » dopoloyikog Odnyog » Anuooia dedopéva »

Apxikn Zehida

fMayoviouoi/ AiaBouAeloEg »

—_— e

Enikovavia »

Borf=ia »

02.03.2017: AaBéocwn n e@appoyn ywa v

Bohr BeBac: v 5

YTinpeoieg mpog

Mohiteg Emxeipriceig

« Armoeig MeTpehaiou
©épuavang

* ‘Evruna T.K. 2017

+ Anhwon E9

« Afjhwon ©.E.®.M. (E1)

+ Bepaiwoeig Anodoxwv

+ AnAwoEeig popou NAoiwv
a’ kamyopiag v.27/1975

« Anhwon E9

« Afhwon @©.E.N.M. (N)

+ Armoeig PuBpicewv
+ 'Evtan oe B18. KaBeoTig
ApH.39B Kad ©.M.A

MNepicodTeEpa »

+ e-Napapoho
« ExAoyikn Anelnuiwon

MNepioocoéTEpa »

XpNolueg MAnpowopisg

Qopoloyikog odnyog Evnuépwaon/ BonBeia

FuyVvEG EPWTT|OEIG -

anavT|oEig
ZTamonka

« Tevikég MAnpopopicg
+ ®dépog Eioodnpartog
+ @.I.A - VI.E.S.

+ K.B.Z.

+ ®opog Kepalaiou

Maywwviopoi/
fiaPouhedosig

NepigudTepa » MNEPICOOTEPD »

sv (A.HAE.A. A.AA.E.)

21.02.2017: Aertoupyia véag Madiktvakng MiAng Tow Ymoupyeiow Qikovopikay

Anpéoia Alciknon

+ Kévtpo
AigAeimoupyikomrag (KEA)

« Ewvigia Apxn NAnpwpng

« Evigio Zdompa NAnpwpov

« e-Napapoio

+ @opoAoyikd MoTonoinmka
« TMpoowpiviy ®.M.Y.

MNepioooTepa »

Apdoelg

MioBoboaia YNOTK
Fuvtakelg Anpooiou
MadIKTUGKEG YNNpECieg-
Web Services

Kapra Anodeifewv

HAektpoviki BiBAioBrkn
A.AAE.

MNepioooTepa »

Image 43 Screenshot n° 1
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myTAXISnet

0 hoyapiaouog pou

Eyypagn Néou XprioTn
Evepyonoinon Aoyapiaouol
EfouoiodoTrosig
Mpoownonoinuévn NAnpo@opnon

K.E.@. - Kévipo EEunmpétnong
Dopoloyoupdveay

TnA&pwvo: 213-1621000 (AYTLHA
AAAE.)

Kévrpo ESumnpétnong Ymoxpewv
Srikewon méBev éoxeg (KEY-NOGET

TnAépwvo:210-4802100 (r.I.MN.Z.
Zehida unofoAfic MOBEN EZXEZ

Avafabuion Kevrpikiw
» YnohoyioTIKGY Ynodopwy
(TLS1.2)

» 0dnyieg ZupnAfpwong AnAw
DE®N @opohoyikod EToug 20

Evnuépwon Twv epyalouéve’
»  Anpboie, Ta N.MLALA. Kal Tou
0.T.A. yia Tn picBodoTia Tout

Odnyiec Epapuoyric Tne I.r.2
» via Tov EAsyxo NopipdrnTag
Tapsiakmyv Mnxaviouoy,
NAnpwun @opwy Kal TEALY a
» ¥wpeg TN Lwvng SEPA yia
dnAmoac ano 1.1.2014

Liadikagia ¥opRynong A.0.M



Observations for image 43:

1. All users selected the desired task when they found themselves in that page,

since it’s quite hard to miss.

YMHPEZIEZ MPOZ MNOAITEZ

AAAE
AveEaptnin Apxn
Anpoagiwv Ecobuy

EAAHNIKH AHMOKPATIA

A.A.AE. - KAANOS HAOATE 2THN HAEKTPONIKH YMNHPEZIA XOPHIHZIHZ EMIAOMATOZ NETPEAAIOY OEPMANZHZ:
MAPAKAAOYME EIZATNETE TOYZX KQAIKOYZ I'TA THN EIZ0AOQO 3AZ 3TO 2YZTHMA

EigoBoc
‘Dool Bev BiaBEouy Kwdikoig TTpooPaong yia g RALKTpoVIKEG uTmpecicg Tou TAXISnet, pmopodv va ouvGeBoly XpnoipomowvTag we Username tov AGM Toug Kai
w¢ Password Tov apiBpd £160Toinonc evoc £k Twv eKKaBupioTikuwy onpe wpdiwy ©.E. - Mpdéewv Mpoodiopiopol @6pou Twv TEAEUTOIWY TTEVTE (5) ETwv.

Usemame: [
Password: [

MpoTeiveTal n ¥pron e epapuoyrc ue MS Internet Explorer 7+, 1 Firefox 3.5+, i Google Chrome 3.0+ Best Viewed in MS Internet Explorer 7+, Firefox 3.5+,
Google Chrome 3.0+

@ Copyright A.-HAE.A. A.A.AE.

Image 44 Screenshot no 2

Observations for image 44:

User 16 knew that the applications are carried through taxisnet, however, upon
clicking a link from google results, she thought that this was not part of tax-
isnet. (Maybe she considered that they don’t have similar design).

Apxikn Zehida YMHPEZIEZ MPOZ MOAITEX

AAAE

AveEaptntn ApxA
Anpooiwy Ecddwy

1 oekiba yiveral n soaywyr Twv OTOIXEIWY TNE aitnorg oag. Me Tnv unoBoAr] Twv OTOIXEIWY QUT@V EMNOTPEPETAl GUECA 1 ANAVINOoN yia To Eav N
aitnon yiveral SekTh kai €Av Ox1, ENICTPEPETAl KAl 0 AGYOG TrG andppIyne.

LES AoM: 133499951, ONOMATENQNYMO: AZHMENIA BAZIAIKOTIOYAOY

oToIxeia oTnv aitnon Toug, eniBaAAovTal ol KUpWoelg Nou npofhénovTal and Tnv Keipevn vopoBesia oe nepinTwon unofolng
weudolg SNAWOEWG.

Me Tnv emipUAaZn Tou apBpou 7, OTIG NEPINTHOEIC Py VOIPNG eionpagng emdopaTog BEppavang N eionpagng nogol
emdopaTog peyahUTepou Tou dIKaIoUPEVOU, TO aXPEWOTNTOC KaTafAnBév nood katahoyileral og BAPOG TOU AVOIKEIWC

AaBovTog, pe andpaor Tou YnoupyoU OIKOVOPIKWY 1] TOU VOPipwg eEouciodoTnPEvou an’ autov opyavou Kal eionpaTreral
Kara Tig diatageig Tou KEAE.

‘Ogov agopd Ta peAn ALNE.OE. epappoyr £Xouv Ta npdoTipa TNg napayp. 9 Tou apBpou 147 Tou N. 2960/2001.

(*) AnAove unedBuva 611 6Aa Ta oToixeia TG aitnong nov npdkeaTal va unofadre O
eivar aAnon.

Inpeiwon:H anodoyn Tng diAweong anoTekei anapaitnTn npolnd8son yia Trv unoBoir Tng aitnonc.

| YmopoAi Ainong || KaBapiopés |

@ Copyright A.HAE.A. A.A.A.E/

Image 45 Screenshot no 3
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Observations for image 45:

1. User 3 clicked submit without ticking the necessary box

Conclusions:

This is a successful example of e-services, since 5 of 6 users accomplished it
without using external help. However, all users had to google it since all of them ex-

cept for user 16 didn’t know that it can be accomplished through gsis.gr.

Its success is mainly due to the fact that “Autrioelg netpehaiov Béppavong” is
quite clearly written leaving no doubt to what it refers to and it is the first thing than
users see when entering gsis.gr, and the procedure is quite simple after that. An indi-
cator of this success is the fact that during the first day of applications in 2016 there
was a record in submissions since 130.000 people applied for it. It's the perfect exam-
ple that when a service is well designed and easy to find and accomplish, a lot of peo-

ple will use it.
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Conclusions

After having conducted a recording and analysis of the current situation, it is
fair to claim that e-Government in Greece is far from being at the maximum sophistica-
tion level. There are three main issues that need to be resolved for e-Government to

fully penetrate people’s lives and change the current situation.

The first thing that came up during the research is the absence of a single cen-
tral portal for accessing all available e-Government services. There is of course ermis
(http://www.ermis.gov.gr) which serves as such but it gets lost among the 1.000 (may-
be more) current websites of Greek Public Sector resulting to fragmentation of infor-
mation, citizen disorientation and increasing costs. As stated in the strategy for e-
Government in Greece 2014-2020, it is essential to create a single access and receiving
point. Besides, this is one key factor that Estonia did from the beginning and is consid-

ered one of the reasons for the success of e-Estonia.

However, this alone isn’t enough as citizens aren’t aware of its existence. This is
the second issue that came up during the present research, the lack of information.
Not even a single user knew about or ermis and as a result even when ermis gate was
right in front of them, they had no clue about its purpose, therefore opted for another
website. Therefore, a lot of effort has to be given to make ermis known to the public

and create to visible entry points to it.

Last but not least, another important issue is the fact that e-Government web-
sites lack in matching between system and the real world. Upon entering, a user gets
the same frustration and confusion he gets when entering the actual service building.
The e-Government websites use words, phrases and concepts mostly connected to the
administrative bureaucratic procedures that organizations follow, which most citizens
are not familiar with. Therefore, the websites present a lot of content problems impos-

ing in some cases many needless steps.
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Appendix

MOTOMONTIKO OLKOYEVELOKIG KATACTOONG
User Search Term First Click Success
User 1 pistopoiitiko oikogeneiakis katastasis MNwg Ba mapeTe TLoTOMONTIKO OWK KAt and KEM (aftodioikisi)  [NO
User 2 TULOTOTIOLNTIKO OLKOYEVELOKNG KOTAGTACNG MNota riiotort ekStdovtat ovAaw xwptg emok Kem (dikaiolog) |[NO
User 3 Snpog kahapapLag &npog kahapapag padl pe tov roAun (kalamaria.gr) NO
User 4 TIOTOTIOLNTLKO OLKOYEVELAKNG Kataotacns KAAAMPIA/ petadnuotevon dnpog kahapapiag (kalamaria) NO
User 5 OIKOGENEIAKI KATASTASI Actnon yia ekSoon .. (ikaioogitika) NO
User 6 oikogeneiakh katastash kalamaria pdf kateBaote tnv attnon (kalamaria) NO
User 7 MLOTOMONTIKO OLKOYEVELAKIG KATAOTOONG SNIUOG KAAQHAPLAG petadnuoteuon 6npog kahapaptag (kalamaria) NO
User 8 TILOTOTIOLNTLKO OLKOYEVELOLKNG KALTAOTALONG LECW LVTEPVET TILOTOT YEVV Leow VTEPVET (dikaiolog) NO
User 9 TULOTOTIOLNTLKO OLKOYEVELAKNG KATAoTaong Becoalovikn TUOTOT OWK Kataotaong (thessaloniki.gr) NO
User 10 TUOTOTIOLNTIKO OLKOYEVELOKNG KATAOTAONG Mova ruotorn ekStdovtat ovAat xwpLs miok Kem (dikaiolog)  [NO
User 11 TUOTOTIOLNTIKO OLKOYEVELKNG Kataotaong aAayn dnpog Oecoadovikng petadnuoteuoelg dnpog Becoahovikng (thessaloniki) NO
User 12 Snpog kaAapapiag Snpog kahapaptag padl pe tov roAun (kalamaria.gr) NO
User 13 dhmos thessalonikis tab dhmos thessalonikis from thessaloniki NO
User 14 TILOTOTIOLNTLKO OLKOYEVELAKNG KATAOTAGNG MNwg Ba apeTe TLOTOTONTIKO 0K KaT and KEM (aftodioikisi) [NO
User 15 TILOTOTIOLNTIKO OLKOYEVELAKNG KOLTAL.OTOLONG MNwg Ba TapeTe TLOTOTONTIKO OWK KAt and KEM (aftodioikisi) [NO
User 16 TUOTOTIOLNTLKO OLKOYEVELAKNG KATAOTAONG awtnon yw ekdoon ...(dikaiologitika) NO
User 17 MLOTOMONTIKO OLKOYEVELAKNG KATAOTAONG Mova uatorn ekStdovtat ovAaty xwpLs miok Kem (dikaiolog)  [NO
User 18 TUOTOTIOLNTIKO OLKOYEVELXKNG KATAOTAONG NAEKTPOVIKAL KEM NO
User 19 TUOTOTOLNTLKO OLKOYEVELOKNG KALATOTAONG KETU KETU NO
User 20 £KS00N TILOTOTOLNTIKOU OLKOYEVELALKNG KATAOTACNG MNota motom ekSLdovtat ovAaty xwplg emiok Ker (dikaiolog)  |NO
User 21 &npog Becoalovikn 8&nupog Beooaloikng (thessaloniki.gr) NO
User 22 MLOTOMONTIKO OLKOYEVELOKNG KATAOTOONG Autnon yla ekdoon ..(dikaiologiitka) NO
User 23 MLOTOMONTIKO OLKOYEVELAKNG KATAOTAONG Autnon yua ekdoon ..(dikaiologiitka) NO
User 24 MLOTOTONTIKO OLKOYEVELOKIG KATAOTAONG Mota uotorn ekStdovtat ovAaty xwpLs miok Kem (dikaiolog)  [NO
‘EkSoon§ avtlypddou mowikov unTpwou
User Search Term First Click Success
User 1 avtlypado MOWIKOU HNTpwou améd actuvopta |Mowikoé pntpwo -dikaiologitika (dikaiologitka) NO
User 2 aVTLYpadO OWIKOU UNTPWOU Mowko puntpwo -dikaiologitika (dikaiologitka) NO
User 3 TIWG BPLOKW TO TOLWVIKO OV UNTPWO Mowko puntpwo -dikaiologitika (dikaiologitka) NO
User 4 avTtlypado OWIKOU UNTPWOU YEVIKNG XPNoNG [mowiwko untpwo -dikaiologitika (dikaiologitika) NO
User 5 POINIKO MITROO Attnon Mwotonottikou Mowikol Mntpwou (eispa.gr) |NO
User 6 antigrafo poinikou mitroou eggrafo Xopnynon avtlypadou MowLkou HNtpwou (ermis) YES
User 7 avTLypado OWIKOU UNTPWOU Mowko puntpwo -dikaiologitika (dikaiologitka) NO
User 8 £KS00N TOWLKOU UNTPWOU Mowwko puntpwo (dikaiolog) NO
User 9 KETU TIOWLKO UNTPWO Mowwko puntpwo (dikaiolog) NO
User 10 QaVTLYPadO TTOWIKOU UNTPWOU Xopnynon avtlypadou mowikou Untpwou (ermis) YES
User 11 LKOL TIOLVLIKO UNTPWO Mowtko pntpwo (odigospoliti) NO
User 12 aVTLYpadO TOWVIKOU UNTPWOU KETU Xopnynon avtypadou MOWIKOU UnTpwou (ermis) YES
User 13 KEVTPA £§UNPETNONG IEAQATWV kep NO
User 14 avTLypado OWIKOU UNTPWOU Xopnynon avtlypadou mowikou untpwou (ermis) YES
User 15 avTLypado TOWIKOU UNTPWOU Xopnynon avtlypadou MowLKou UNtpwou (ermis) YES
User 16 avTlypado TOWIKOU UNTPWOU Mowko pntpwo -dikaiologitika (dikaiologitka) NO
User 17 avtiypado mowikol pntpwou Mowko puntpwo -dikaiologitika (dikaiologitka) NO
User 18 avTLypado OLWVIKOU UNTPWOU NAEKTPOVIKOL Aitnon Mwotonowntikol Mowikov Mntpwou (eispa.gr) [NO
User 19 avTLypadO OWIKOU UNTPWOU NAEKTPOVIKA Mowwko puntpwo (odigospoliti) NO
User 20 antigrafo poinikou moitroou Xopnynon avtlypadou mowikou Untpwou (ermis) YES
User 21 QLTNON TOWIKOU UNTPWOU Aitnon Mwotonowntikot Mowikov Mntpwou (eispa.gr) [NO
User 22 TIOWLKO UNTPWO Xopnynon Aitnon Mwotonowntikot Mowikov Mntpwou (eispa.gr) [NO
User 23 TIOWKO UNTPWO TLOTOMOLNTIKO Aitnon Mwotonowntikot Mowikov Mntpwou (eispa.gr) [NO
User 24 AIKAZTHPIA ANTITPAQO MOINIKOY MHTPQOY |Aitnon Mwtomowntikol Mowikoy Mntpwou (eispa.gr) [NO




Xopriynon avtlypddou mLoTONOLNTLKOU Yévvnong

Users Search Term First Click Success
User 1 TIULOTOTIOLNTLKO YEVVOEWG TUOTOTOLNTLKO YEVV TP aTd ToV UTIOA Tou orutiou pag (Mother's blog) [INO
User 2 TUOTOTIOLNTLKO YEVVNONG TILOTOTIOLNTLKO YEVV peow vtepVveT (dikaiologitika) NO
User 3 TILOTOTIOLNTLKO YEVVNOEWS moLa Tiotort ek nAektpovika Xwpig erok ota KEM (dikaiolog) NO
User 4 MISTOMNOIHTIKO FTENNHZH3/ ruotonoldntiko yevvonng (dikaiologitika) NO
User 5 PISTOPOIITIKO GENNISIS ToLa Totort ek nAektpovika xwpig erok ota KEM (dikaiolog) NO
User 6 pistopoiitiko gennisis eggrafo TUOTOTIOLNTIKO yevv peow wtepvet (dikaiologitika) NO
User 7 TUOTOTIOLNTLKO YEVVNONG BecoaAovikn TUOTOTOLNTIKA YEVVNOEWO dnpog Becoalovikno (thessaloniki) NO
User 8 pistopoiitiko gennhshw TILOTOTIOLNTLKO YEVV peow vtepvet (dikaiologitika) NO
User 9 Snpog BE00AAOVIKNG LOTOMOLNTIKO yevvnong |miotonowntika yevvnong (Thessaloniki) NO
User 10 TUOTOTIOLNTLKO YEVVNOEWG TULOTOTIOLNTIKO yevv peow wtepvet (dikaiologitika) NO
User 11 TUOTOTIOLNTIKO YEVVNONG SnUog kaBadag Snpog kaBalag mot ok katoot (kavala) NO
User 12 TUOTOTIOLNTLKO YEVVNONG TUOTOTIOLNTLKO YEVV peow vtepVeT (dikaiologitika) NO
User 13 TIULOTOTIOLNTIKO TUOTOTIOLNTIKO yevvnoews Snpog Becoalovikng (thessaloniki) NO
User 14 TUOTOTIOLNTLKO YEVVNONG TUOTOTIOLNTIKO YEVV TWPOL 0LTtO TOV UTIOA ToU ortiou pag (Mother's blog) [NO
User 15 TUOTOTIOLNTLKO YEVVONNG TUOTOTIOLNTLKO YEVVNONG peow tepveT (dikaiolog) NO
User 16 TUOTOTIOLTNLKO YEVVNONG ToLa Tiotort ek nAektpovika Xwpig erok ota KEM (dikaiolog) NO
User 17 TUOTOTIOLNTLKO YEVVNONG ASELO YALUOU UTIOUPYELO E0WT £k6 0 yapou (ypes) NO
User 18 TILOTOTIOLNTLKO YEVVNONG NAEKTPOVLKAL KEN NO
User 19 TUOTOTIOLNTLKO YEVVNONG KEN NO
User 20 £k500n online TLOTWTLIKOU YEVVNOELG TUOTOTIOLNTIKO YEVVNONG KOL OlK Kataotaong (augi.gr) NO
User 21 Snpog Becoaovikng Snpog Beooarovikng (thessaloniki.gr) NO
User 22 TULOTOTIOLNTLKO YEVVNONG OLTNON moi.gov (k800N TILOTOTOLNTIKOU YEVVNONG) NO
User 23 TILOTOTIOLNTIKO YEVVNONG TUOTOTIOLNTIKO YeVV peow wtepvet (dikaiologitika) NO
User 24 SNHOG KAAQLOLPLALG TILOTOTIOLNTIKO YEVVNONG  |8nAwon yevvonng Bartiong kAm (kalamaria.gr) NO
‘Ek8oon nAektpovikou napaBoiou
Users Search Term First Click Success
User 1 pws na agorasw paravolo 1861 e-Paravolo (gsis) YES
User 2 napaBolo 1861 e-paravolo (gsis) (xIs)
User 3 napafolo 1861 e-paravolo (gsis) YES
User 4 PARAVOLO 18-61/ ekboaon kal mMAnpwun e-rtapaBolou peow winbank(piraeusbank.gr)
User 5 PARAVOLO 1861 e-NMAPABOAO HAEKTPONIKA NAPABOAA ®OPEQN (PDF) (gsis.gr)
User 6 1861 paravolo e-Paravolo (gsis) YES
User 7 agora paravolou 1861 e-Paravolo (gsis) YES
User 8 napafolo 1861 e-paravolo (gsis) (xIs)
User 9 napaBolo 1861 tpoyxata e-paravolo (gsis) YES
User 10 napafolo yla emotpodn mvakldwv |emotpodn mvakidwv dikatoloyntika (dikaiologitika)
User 11 napaAaBn mvakildwy and tpoxata  |dteuBuvon tpoyxaag attikng (astynomia)
User 12 napafolo 1861 e-paravolo (gsis) YES
User 13 paravolo 1861 e-paravolo (gsis) YES
User 14 napaBolo 1861 e-paravolo (gsis) YES
User 15 parabolo 1861 e-paravolo (gsis) YES
User 16 napaBolo 1861 e-paravolo (gsis) YES
User 17 napafBolo 1861 ayopa e-Paravolo (gsis) YES
User 18 napaBolo 1861 e-Paravolo (gsis) YES
User 19 napafolo 1861 e-Paravolo (gsis) YES
User 20 paravolo 1861 e-Paravolo (gsis) YES
User 21 Sou ot Becoadovikng owovoLkn edopla duo ot (11888)
User 22 ekdosh mapaBoiou 1861 e-Paravolo (gsis) YES
User 23 napaBolo 1861 e-paravolo (gsis) (xIs)
User 24 HAEKTPONIKO MAPABOAO HAektpoviko mapaBolo 6Aa ooa mpnel va §epete (imerisia)




ALTHCELG GUUUETOXG OTO TIPOYPAMUHA QYPOTLKIG EOTIAG

Users Search Term First Click SUCCESS
User 1 QLLTNON KOVWVLIKOU Touplopou 2017 oaed KOWWVLKOG Touplopog oaed (OAED.GR) YES
User 2 0Oy QL KOWVWVLIKOG TOUPLOWMOG aLLTNon KoWwv Touptopoo (dikaiolog) NO
User 3 KOLWVWVLKOG TOUPLOHOG oy StkatoAoyntika Kowwv Touptopoo (dikaiolog) NO
User 4 0y0L KOWVWVIKOG TOUPLopoG 2017 amoteAeopatTo KOWwv Touplopoo (dikaiolog) NO
User 5 KOINONIKOS TOURISMOS OGA AITISI KOWwv Touptopoo (dikaiolog) NO
User 6 koinonikos tourismos 2017 kalokairi KOWwv Touptopoo (dikaiolog) NO
User 7 TIPOYP O LA KOLVWVIKOU TOUPLGHOU aUTnon KOLWVWVLKOG TOUPULOUOG 0aed (oaed) YES
User 8 aitisi gia to programma klononikou tourismou oaed |kowwvikog touppiopog oaed (oaed) YES
User 9 0OyQL KOWVWVLKOG TOUpLopog 2017 TA\npodopLec yia Sik ko toup (koinonikostourismos ) NO
User 10 TIPOYP OLHAL KOWVWVLKOU TOUPLOUOU KOWWVLKOG Touptopog (diakiologitika) NO
User 11 0yQ KOWVWVLIKOG TOUPLOROG 2017 SKaloAoynTikol KOWWVLKOG Touplopog (diakiologitika) NO
User 12 QLTNGN KOWWVIKOU TOUPLOHOU Oy QL oya ekwnoav ot attnoelg (dikaiologitika) NO
User 13 KOWWVLKOG TOUpLopog 2017 attnon KOWWVLKOG Touptopog (diakiologitika) NO
User 14 aLTnon KoWwvikou touptopou 2017 oya oga.gr NO
User 15 QLLTNON KOWWVLKOG TOUPLOHOG KOINQNIKOZ TOYPIZMOS AITHZEIZ (newsbomb) NO
User 16 TIPOYPOLUUOL KOLVWVLKOU TOUPLOUOU Oy QL oga.gr NO
User 17 Oyl T(POYPAUHA KOV WVIKOU TOUpLopou 2017 TAnpodopLec yla Stk kowv Toup (koinonikostourismos) NO
User 18 TIPOYP QLU0 KOLVWVLKOU TOUPLOHOU OLLltnon KOWWVLKOG TOUPULOUOG 00ed (oaed) YES
User 19 KOWWVLKOG TOUPLOMOG KOWWVLKOG TOUPHLOUOG 00.eS (0aed) YES
User 20 oya oga.gr NO
User 21 KOLWWVLKOG TOUPLOHOG oya 2017 Kowwv Touptopoo (dikaiolog) NO
User 22 KOLVWVLKOG TOUPLOUOG attnon 2017 KOINQNIKOZ TOYPIZMOZ AITHZEIZ (newsbomb) NO
User 23 KOWWVLIKOG TOUpLopog 2017 KOWwv Touptopoo (dikaiolog) NO
User 24 NPOrPAMMA KOINQNIKOY TOYPIZMOY OTA OFA KOWWVLKOG TOUPLOMOG SLKALOUXOL... (express) NO

Edappoyn ektinwong dektiwv npoypapuparog AAE/OTA
Users Search Term First Click Success
User 1 napalafn SEATLWY KOWWVIKOU ToupLopou/ OlA mapaAafn SeAtwy yla Tov Kow toup (newsbomb) NO
User 2 SEATLO KOLWVWVLIKOU TOUPLOUOU TAnpodopLeG yLa Kowwviko Toup (koinonikostourismos) YES
User 3 napalafn ELGLTNPLWY KOWWVLIKOU TOUPLOUOU TANpodopLEG yLa KoWwVLKO Toup (koinonikostourismos) YES
User 4 DELTIO KOINWNIKOU TOYRISMOY PARALAVH/ TIANPOdOPLEG YLa SLKALOUXOUG KOWWVLKO Toup (koinonikostourismos) YES
User 5 DELTIO KOINONIKOY TOYRISMOY PARALAVI OrA napadafn SeAtiwy yLa Tov Kow toup (newsbomb) NO
User 6 deltio koininikou tourismou eggrafo KQWVTE aLTnon yLo tov Kow touptopo (dikaiologitika) NO
User 7 SEATLO KOWWVIKOU ToupLlopou 2017 OAEA npoypappa Kotv touptopou (odigospoliti) NO
User 8 SEATLO KOLWVWVIKOU TOUPLOUOU OAEA mpoypappa Kotv touplopou (odigospoliti) NO
User9 SEATLO KOWVWVLIKOU TOUPLOUOU Ot TIOU TO TAUPVW  |ELaL SIKALOUXOO yla lottnpla (insomnia) NO
User 10 napalafn SEATLWY KOWWVLKOU ToupLopou/ oya Kowwvikog Touptopog (dikaiologitika) NO
User 11 SEATLO KOWWVLKOU TOUPLoOU mapaiafn mAnpodopleo yLa Sk kowv Toup (koinonikostourismos auto tou ekane klik) |YES
User 12 napalaBn SEATIOU KOWWVIKOU TOUPLOHOU mAnpodoptea yia Sik kotv Toup (koinonikostourismos ) YES
User 13 napalafn napaBolou Kowwvikou Touptopou 2017 [minpodopiec yia Sik kowv Toup (Koinonikostourismos ) YES
User 14 SEATLO KOWVWVIKOU ToupLopou 2017 KOLKWVLKOG ToupLlopog (dikaiologitika) NO
User 15 SEATLO KOWVWVLKOU TOUpLopou mapaiafn 0y KOWWVLKOG ToupLopog (dikaiologitika) NO
User 16 SEATLO KOWVWVLIKOU ToupLopou 2017 KQVTE aLTNON yLo Tov Ko touplopo (dikaiologitika) NO
User 17 SEATLO KOWWVLKOG TOUpLopog 2017 mapadafn mAnpodopLeo yLa Sk kowv Toup (koinonikostourismos auto tou ekane klik) |YES
User 18 SEATLO KOWVWVIKOU TOUPLOUOU TANPoOLPLED YLa Kowwviko Toup (koinonikostourismos.gr) YES
User 19 SEATLO KOWVWVIKOU ToupLlopou 2017 mpoypappa emdotnong ... (oaed) YES
User 20 oaed tab e-unnpeoteg oaed YES
User 21 KOWWVLKOG TOUpLopog 2017 SeAtio TIANPOdOLPLES YLOL KOWWVIKO Toup (koinonikostourismos.gr) YES
User 22 deltio Kowwvikou Touptopou mapaiafn OrA napadafn SeAtuwv yla Tov Kow toup (newsbomb) NO
User 23 napalaBn SEATLWVY KOWWVIKOU ToupLopou/ TANpodoLpLES yLa KOWwVIKO Toup (koinonikostourismos.gr) YES
User 24 napalaBn SEATLWY KOWWVIKOU TOUPLopoU/ OFA napaafn SeAtwwy yia tov Kot Ttoup (newsbomb) NO




Xoprynon avtypddou AngLapxikig mpdéng yévvnong

Users Search Term First Click Success
User 1 Anélapxikn mpaén yevvnong madou SnAwaon yevvnong-An§lapxikn mpagn yevvnong (mamasou.gr) NO
User 2 An§Lapxikn mpa€n yevvnong An€lapxkn mpaén (dikaiologitika) NO
User 3 An§Lapxikn mpa€n yevvnong TILOTOTOLNTIKO YEVVNONG Twpa.... (mothersblog) NO
User 4 liksiarxiki praksi gennisis kep An€apxikn mpaén yevvnono apeco ano ta ke (dikaiologitika) NO
User 5 LIKSIARXIKI PRAKSI GENNISIS avtypado An§lapxikng pagng yevvonng (dikaologitika) NO
User 6 liksiarxiki praksi Anélapxikn mpaén yevvnono apeco oo ta Kem (dikaiologitika) NO
User 7 An§Lapxikn mpagn yevvnong Becoalovikn avtypado An§lapxikwy npagewv dnpog Beaoahovikng (thessaloniki) [NO
User 8 An§Lapxelo An€lapxikeg mpageig (thessaloniki.gr) NO
User 9 An§lapxikn mpa€n yevvnong An&lapxikn mpaén (dikaiologitika) NO
User 10 AnéLapxkn mpagn yevvnong An&lapxwn mpaén (dikaiologitika) NO
User 11 Anélapxikn mpa€n yevvnong Snuog kaBaiag Snpog kaBalagAng mpagn yevv( kavala) NO
User 12 Anlapxikn paén yevvnong An€lapxkn paén Sikatohoyntika (dikaiologitika) NO
User 13 liksiarxikh praksi gennisis online dimos thessalonikis |avtiypada An€ npafewv (thessaloniki) NO
User 14 An§lapxwkn mpan yevvnong An§lapxikn mpaén (dikaiologitika) NO
User 15 Anélapxikn mpa€n yevvnong avtypado Anlapxikng npagng yevvonng (dikaologitika) NO
User 16 AnéLapxikn mpagn yevvnong oto KeT Anélapxikn mpaén yevvnong (Ikep.info) NO
User 17 Anlapxkn paén yevvnong Buyatepag 2017 Ut eowt -610p6 oe Ané 1ip Eevv(ypes) NO
User 18 An§Lapxikn mpa€n yevvnong Kem KETU NO
User 19 An§Lapxikn mpagn yevvnong Becoalovikn avtypado An§lopx mpaewv (thessaloniki) NO
User 20 Snpog BecoaAovikng ekS0OT TILOTOTOLNTIKWY Anélapxikeg mpagelg (thessaloniki.gr) NO
User 21 Snpog Becoarovikng Snpatoloylo Snpatoloyla dnpooc Becoalovikng (thessaloniki.gr) NO
User 22 Ihjiarxikh prajh gennhshs avtypado An§lapxkng pagng yevvonng (dikaologitika) NO
User 23 ekSoon Anélapxkng mpa€ng yevvnong avtypado An§lapxkng pagng yevvonng (dikaologitika) NO
User 24 KeM An&Lapxkn mpaén yevvnong muotonowtika pe £va KAk (Poleol) NO
Yrinpeoia yevikng xpriong
Users Search Term First Click Success
User 1 UTIOBELY QL OLTNONG YL YEVLKN Xpnon/entipo altnong yla yevikn xenon |attnon evtuno urnoSetypa free dl (helppost) NO
User 2 £VTUTIO OLLTNONG YEVIKNG XPNONG aitnon yevikig xpriong (dipe.pellas) NO
User 3 EVTUTIO YEVLKNG QULTNONG attnon evtuno unoedypa free dl (helppost) NO
User 4 Kem entoipo genikis xrisis/ attnon evturno unoediypa free dl (helppost) NO
User 5 ENTIPO AITISIS GENIKIS XRISIS attnon evtuno unoedypa free dl (helppost) NO
User 6 AITISI GENIKIS XRISIS attnon evtuno unoedypa free dl (helppost) NO
User 7 EVTUTIO OLLTNONG YEVIKNG XPNONG attnon amhn - ypeeuthini dilwsi (ypeuthini dilwsi) [NO
User 8 EVTUTIO OLLTNONG YEVIKNG XPNONG attnon evturno unodetypa (helppost) NO
User 9 aLTnon yLo Kemn attnon amhn - ypeeuthini dilwsi (ypeuthini dilwsi) [NO
User 10 EVTUTIO OLLTNONG YEVLKNG XPNONG KETU attnon amhn - ypeeuthini dilwsi (ypeuthini dilwsi) [NO
User 11 KETL EVTUTIO ALTNONG YEVLKNG XPNONG attnon amAn - ypeeuthini dilwsi (ypeuthini dilwsi) [INO
User 12 EVTUTIO OLLTNONG YEVIKNG XPNONG attnon eviuno unodetypa (helppost) NO
User 13 QLTNON YEVIKNG XPNONG KETU attnon amin - ypeeuthini dilwsi (ypeuthini dilwsi) [NO
User 14 EVTUTIO OQLLTNONG YEVIKNG XPNONG xpnota evtuna (dipechan) NO
User 15 QLTNON YEVIKNG XPNONG attnon evtuno unodetypa (helppost) NO
User 16 EVTUTIO OLLTNONG YEVIKNG XPNONG attnon amhn - ypeeuthini dilwsi (ypeuthini dilwsi) [NO
User 17 EVTUTIO OLLTNONG YEVLKN XPNON TILOTOTIOLNTIKO KETU unod attnon pdf (kep) NO
User 18 NAEKTPOVLKOL EVTUTIO OLLTNONG YEVIKNG XPNONG attnon evtuno unodetypa (helppost) NO
User 19 EVTUTIO OLLTNONG KETT urod attnon pdf (kep) NO
User 20 EVTUTIO OLLTNONG YEVIKNG XPNONG aitnon yevikig xpriong (dipe.pellas) NO
User 21 KET eyypada Kkert (kep) NO
User 22 EVTUTIO YEVIKNG XPNONG aitnon yevikig xprong (dipe.pellas) NO
User 23 EVTUTIO OLLTNONG YEVIKNG XPNONG aitnon yevikig xpriong (dipe.pellas) NO
User 24 EVTUTIO QLLTNONG YEVIKNG XPNONG attnon npoturo (doc) (trikalacity) NO




Xopriynon avtypadou Anflapxikng ipdgng yapou

Users Search Term First Click Succes
User 1 An§Lopxikn mpaén yopou Xopnynon avtypadou An§ mpaf yapou (odigostupoliti) NO
User 2 An&lapxikn mpagn yapou Xopnynon avtypadou Ané npag yapou (odigostupoliti) NO
User 3 An§Lapxikn mpan yopou avtypado An§ mpaéng yapou (dikaiologitika) NO
User 4 AHZIAPXIKH MPA=H TAMOY/ avtypado An§ mpaéng yapou (dikaiologitika) NO
User 5 LHKSIARXIKH PRAKSI GAMOU avtypado An§ mpaéng yapou (dikaiologitika) NO
User 6 Ihksiarxiki praksi gamou avtypado An§ mpagng yapou (dikaiologitika) NO
User 7 avtypado Anflapxikng mpagng gamou Becoalovikn avtypada An§ mpagewv Snpou Becoalovikng (thessaloniki) NO
User 8 Anélapxelo Beagoaovikng AnéLapxikes mpagelg Anpog Oeaoalovikng (thessaloniki.gr) NO
User 9 Anélapxikn mpaén yauou Xopnynon avtypadou Ané npag yopou (odigostupoliti) NO
User 10 Anélapxikn mpaén youou Anélapxikeg mpakelg (eagiaparaskeui) NO
User 11 AnéLapxikn mpan yopou dnpog kaBaiag Snuog kaBalag ypadeto Anéapxetou (kavala.gr) NO
User 12 An&lapxikn mpo§n yapou avtypado An§ mpagng yapou (dikaiologitika) NO
User 13 Snpog Beooadovikng Anflapyikn mpagn yapou aviypada Anélapxikwyv patewv (thessaloniki) NO
User 14 An&lapxkn mpoagn yapou avtypado An§ mpagng yapou (dikaiologitika) NO
User 15 An§lapxikn mpagn yapou avtypado An§ mpagng yopou (dikaiologitika) NO
User 16 An§lapxkn mpagn yapou avtypado An§ mpaéng yapou (dikaiologitika) NO
User 17 An§Lapxikn mpagn yopou Kem Kem (kep.gov.gr) NO
User 18 An§Lapxikn mpagn yopou nAEKTpoVIKa Kem (kep.gov.gr) NO
User 19 An§Lapxikn mpagn yopou Xopnynon avtypadou Ané npag yopou (odigostupoliti) NO
User 20 £kd0oon An§Lapxkng mpoang yopou avtypado An§ mpaéng yapou (dikaiologitika) NO
User 21 AnéLapxelo Becoalovikng avtypada An§ mpagewv Snu Beagoalovikng (thessaloniki) NO
User 22 An€Lapxikn mpan yopou xopnynon xopnynon avtypadou Ané npag yopou (odigostupoliti) NO
User 23 Anélapxikn mpaén yauou avtypado Ang mpaéng yapou (dikaiologitika) NO
User 24 Anélapxikn mpaén youou Anélapxikeg mpakelg (eagiaparaskeui) NO
XopAynon mLoTONOLNTLKOU EYYUTEPWY CUYYEVWV

Users Search Term First Click Success
User 1 TUOTOTIOLNTLKO EYYUTEPWV CUYYEVWV KETU TUOTOTIOLNTIKO EYYUTEPWY ouyyevwvy (odigostupoliti) NO
User 2 TUOTOTIOLNTLKO EYYUTEPWV CUYYEVWV TILOTOTIOLNTLKO EYYUTEPWV CLYYEVWVY (odigostupoliti) NO
User 3 TILOTOTIOLNTLKO EYYUTEPWY GUYYEVWY attnon ekdoong muot yy ocuyyevwy (dikaiologitika) NO
User 4 pistopoiitiko eggiteron siggenon attnon ekdoong muot yy ocuyyevwy (dikaiologitika) NO
User 5 PISTOPOIITIKO EGGITERON SIGGENON TUOTOTIOLNTLKO EYYUTEPWY ouyyevwvy (odigostupoliti) NO
User 6 pistopoiitiko eggyterwn siggenwn TILOTOTIOLNTIKO EYYUTEPWV oUyyeVwVY (odigostupoliti) NO
User7 TILOTOTIOLNTLKO EYYUTEPWY GUYYEVWY KAAQUAPLOL TILOTOTOLNTLKO EYYUTEPWVY cuyyevwy (odigostupoliti) NO
User 8 TILOTOTIOLNTLKO EYYUTEPWV CUYYEVWV TUOTOTOLNTIKO EYYUTEPWV ouyyevwy (odigostupoliti) NO
User9 TILOTOTIOLNTLKO TIANGCLECTEP WY GUYYEVWV KETU TUOTOTIOLNTIKO EYYUTEPWY ouyyevwvy (odigostupoliti) NO
User 10 TUOTOTIOLNTLKO EYYUTEPWV GUYYEVWV TILOTOTIOLNTIKO EYYUTEPWV cUyYEVwWVY (odigostupoliti) NO
User 11 TILOTOTIOLNTLKO EYYUTEPWV GUYYEVWV KETT TILOTOTOLNTLKO EYYUTEPWVY cuyyevwy (odigostupoliti) NO
User 12 TILOTOTIOLNTLKO EYYUTEPWV CUYYEVWV TULOTOMOLNTLKO EYYUTEPWV ouyyevwy (odigostupoliti) NO
User 13 TILOTOTIOLNTLKO EYYUTEPWV GUYYEVWV SKALOAOYNTIKOL attnon ekdoong mot eyy ouyyevwy (dikaiologitika) NO
User 14 TUOTOTIOLNTLKO EYYUTEPWV GUYYEVWV TILOTOTIOLNTIKO EYYUTEPWV cUyyeVwVY (odigostupoliti) NO
User 15 TILOTOTIOLNTLKO EYYUTEPWY GUYYEVWY attnon ekdoong mot eyy ouyyevwy (dikaiologitika) NO
User 16 TILOTOTIOLNTLKO EYYUTEPWV CUYYEVWV TUOTOTOLNTLKO EYYUTEPWV ouyyevwy (odigostupoliti) NO
User 17 anodoxn KANPOVOULAG TILOTOTIOLNTLKO EYYUTEPWY cuyYeVWY [amodoxn kAnpv Swkatoho(dikaiologitika) NO
User 18 TILOTOTIOLNTLKO EYYUTEPWY GUYYEVWY NAEKTPOVIKOL TILOTOTIOLNTLKO EYYUTEPWV CUYYEVWVY (ypes) (pdf) NO
User 19 TILOTOTIOLNTLKO EYYUTEPWV GUYYEVWV TULOTOTOLNTIKO EYYUTEPWY cuyyevwy (odigostupoliti) NO
User 20 TUOTWTLKO EYYUTEPWY GUYYEVWV attnon ekdoong muot eyy cuyyevwy (dikaiologitika) NO
User 21 TILOTOTIOLNTLKO TIANGLECTEPWY GUYYEVWV TILOTOTIOLNTLKO EYYUTEPWV CLYyevwv (odigostupoliti) NO
User 22 TILOTOTIOLNTIKO TANGLEGTEPWV CUYYEVWV XOPNyNon MOLTOMONTIKOU MANCLECTEPWY GUYYEVWY (petroupoligov) [NO
User 23 TILOTOTIOLNTLKO TANGLEGTEPWV CUYYEVWV TUOTOTOLNTLKO EYYUTEPWY ouyyevwy (odigostupoliti) NO
User 24 TILOTOTIOLNTLKO EYYUTEPWY GUYYEVWV attnon ekdoong nuot eyy ouyyevwy (dikaiologitika) NO




Xopriynon avtiypddou An§Lapxtkig npagng Oavdrtou

Users Search Term First Click success
User 1 Anélapxikn mpagn Bavatou xopriynon avtypadou ...(odigospoliti) NO
user 2 AnéLapxikn mpagn Bavatou xopnynon avtypdadou ...(odigospoliti) NO
User 3 An€lapxikn mpa&n Bavatou xopriynon avtypddou ...(odigospoliti) NO
User 4 Anélapxikn mpagn Bavatou Kemn KEM €pUNO NA Totomowntika (Foroline) NO
User 5 LIKSIARXIKI PRAKSI THANATOU xopnynon avtypddou ...(odigospoliti) NO
User 6 Ihksiarxiki praksi thanatou avtiypado Ang mpagng (dikaiologitika) NO
User 7 AnéLapxikn mpa&n Bavatou BecoaAovikn xopriynon avtypadou ...(odigospoliti) NO
User 8 AnéLapxelo An&lapyikeg mpagelg dnu Bsoo (thessaloniki.gr) |NO
User 9 Anélapxikn mpagn Bavatou Xopriynon avtypadou ...(odigospoliti) NO
User 10 AnéLapxikn mpagn Bavatou xopnynon avtypddou ...(odigospoliti) NO
User 11 An&lapxikn mpagn Bavatou dnuog kaParag  |dnuog kaBalagAng mpaén Bavatou (kavala.gov) |NO
User 12 Anélapxikn mpagn Bavatou Anélapxikn mpa€n Bavatou (nemea) (doc) NO
User 13 praksi thanatou Anélapxkn mpa&n Bavatou (nemea) (doc) NO
User 14 AnéLapxikn mpagn Bavatou avtypado Ang mpagng (dikaiologitika) NO
User 15 Anélapxikn mpa&n Bavatou avtypado AnE mpagng (dikaiologitika) NO
User 16 An€lapxikn mpa&n Bavatou xopriynon avtypddou ...(odigospoliti) NO
User 17 Anélapxikn mpagn Bavatou xoprynon avtypadou ...(odigospoliti) NO
User 18 AnéLapxikn mpagn Bavatou NAEKTPPOVLKA KETL |KETU NO
User 19 Anélapxikn mpagn Bavatou xopnynon avtypadou ...(odigospoliti) NO
User 20 An&lapxikn mpagn Bavatou aviypado aviypada An§lapxikwyv npaewv (thessaloniki) |NO
User 21 An&lapxikn mpa&n Bavatou xopriynon avtypddou ...(odigospoliti) NO
User 22 An&lapxicr mpd&n Bavdtou xopriynon xopnynon avtypadou ...(odigospoliti) NO
User 23 An&lapxikn mpa&n Bavatou xopriynon avtypddou ...(odigospoliti) NO
User 24 An&lapxikn mpa&n Bavatou xopriynon avtypddou ...(odigospoliti) NO
Xopriynon muotonotntikol nepi un dnpocicvong Stadnkng
Users Search Term First Click Success
User 1 Tuotonowtkd nepi un dSnuocieuong Stabrikng ekdoon muot nept un Snp 61ad( diekperaiwseis) NO
User 2 TULOTOTIOLNTIKO N Snpoacteuong Stadnkng ekboon muot mept un np 61ad( diekperaiwseis) NO
User 3 TuoTonownTko Mepi pn Snpooisuong Stabrkng ekdoon ruot nept un np 61ad( diekperaiwseis) NO
User 4 NO
User 5 TuotonounTko Mepi pn dnpooisuong Stadbrkng ekdoon ruot nept un Snp 61ad( diekperaiwseis) NO
User 6 peri mi dimosieusis diathikis niept pun dnp Stabnkng (diekperaiwseis) NO
User 7 TuotonownNtkd nepi un dSnuocieuong Stabrikng Xoprynon ruotonotntikou mept...(odigospoliti) NO
User 8 TUOTOTOLNTIKO N Snpoacteuong Stadnkng ekboon ruot nept un np 61ad( diekperaiwseis) NO
User 9 TIOTOTOLNTLKO TIEPL PN SnUOGLeuong Stabnkng ekboon rot mept un np 61ad( diekperaiwseis) NO
User 10 TULOTOTOLNTIKO Un Snpoateuong Stadnkng ekdoon muot nept un np 61ad( diekperaiwseis) NO
User 11 edopla xaptLyla pn SnpocLeEucn MEPLOUGCLOG Bavartog dopoloyoupevou (taxheaven To pnepdeie pe taxisnet) INO
User 12 TILOTOTIOLNTIKO TIEPL UN SnUocteuong Stabnkng Kem ekdoon ruot mept un np 61ad( diekperaiwseis) NO
User 13 poiostiko peri mi dimosieysis diathikis Snpoaotevon Slatnikio (proz.com) NO
User 14 TULOTOTIOLNTIKO TIEPL Un Snuocteuong Stabnkng Xopnynon ruotonotntikou ..(dikaiologitika) NO
User 15 TILOTOTIOLNTIKO TIEPL Un Snuocteuong Stabnkng niept pun dnp Stabnkng (diekperaiwseis) NO
User 16 TUOTOTOLNTIKO N Snpoacteuong Stadnkng ekdoon muot mept un Snp 61ad( diekperaiwseis) NO
User 17 TuotonownTko Mepi pn Snpooisuong Stabrkng ekdoon muot mept un Snp 61ad( diekperaiwseis) NO
User 18 TULOTOTIOLNTIKO TIEPL SNUOGLEVONG 51aBNKNG NAEKTPOVIKAL Xopriynon muotornowntikou niepi...(odigospoliti) NO
User 19 TULOTOTOWNTIKO Un Snpooteuong Stabnkng Xopriynon ruotornowntikou nepi...(odigospoliti) NO
User 20 TUOTOTOLNTIKO Un Snpoactevong Stabnkng attnon ekdoon muot mept un np 61aB( diekperaiwseis) NO
User 21 TUOTOMONTIKO TEi un Snpocievong Stabrkng ekdoon ruot nept pun Snp Stab( diekperaiwseis) NO
User 22 nepi un Snpooieuong 51a0nRkng Xopriynon muotornowntikou niepi...(odigospoliti) NO
User 23 TuotonounTko Mepi pn dnpooisuong Stadrkng ekdoon muot mept un np 61aB( diekperaiwseis) NO
User 24 TILOTOTIOLNTIKO TIEPL SNUOGLELONG SLaBNnKNG Xopriynon rmuotornountikou niepi...(dikaiologitika) NO




Users Search Term First Click Success
User 1 BeBaiwon povIUNg KaTtokiag xopnynon BeP pov kat (Odigospoliti) NO
User 2 BeBaiwon poviung katokiag BEBAIQIH MONIMHS KATOIKIAZ (dikaiol) NO
User 3 BeBalwon HOVIUNG KOTOLKIOG KETT ekboon BeP pov katowkiag (dikaiolog) NO
User 4 PROSLHPSH KAI VEVAIOSI MONIMIS KATOIKIAS xopnynon BeP pov kat (Odigospoliti) NO
User 5 MONIMI KATOIKIA VEVEOSI BEBAIQIH MONIMHZ KATOIKIAZ (dikaiol) NO
User 6 vevaiosi monimis katoikias BeBaiwon pov kat (dikaiolog) NO
User7 BeBaiwon poviung katoklag Snuog kaAapaplag  |xopnynon BeP pov kat (Odigospoliti) NO
User 8 TUOTOTIOLNTLKO LOVLUNG KOTOLKLOLG KETU ekdoon BeP pov katowkiag (dikaiolog) NO
User 9 BeBowon HOVLUNG KOTOLKLOLG BEBAIQZH MONIMHZ KATOIKIAZ (dikaiol) NO
User 10 BeBolwon HOVLUNG KOTOLKLOLG BEBAIQYH MONIMHZ KATOIKIAZ (dikaiol) NO
User 11 BeBatlwon poviung KatowkLag Snpog kapalog Snuog kaBatag ekd BeP pov kat(kavala.gov) [NO
User 12 BeBawon HOVIUNG KOTOLKLOLG xopnynon BeP pov kat (Odigospoliti) NO
User 13 BeBalwon HOVLUNG KOTOLKLOLG KETU ekdoon BeP pov katowkiag (dikaiolog) NO
User 14 BeBalwon HOVLUNG KATOLKLOLG OTTO KETU kep NO
User 15 BeBailwon LOVLUNG KATOLKLAG BEBAIQIH MONIMHZ KATOIKIAZ (dikaiol) NO
User 16 BeBailwon poviuNng KATOWKLAG BEBAIQIH MONIMHZ KATOIKIAZ (dikaiol) NO
User 17 BeBawon HOVLUNG KOTOLKLALG BeBawwon pov kat (ypes) (pdf) NO
User 18 BeBalwon HOVIUNG KOTOLKLAG NAEKTOPVLKOL xopnynon BeP pov kat (Odigospoliti) NO
User 19 BeBalwon HOVIUNG KOTOLKLALG BeBawwon pov kat (ypes) (pdf) NO
User 20 bebeosi monimis katikias BeBawwon pov kat (ypes) (pdf) NO
User 21 BeBawon HOVLUNG KOTOLKLOLG BeBawwon pov kat (dikaiolog) NO
User 22 BeBaiwon HovUNG KaTokiag xopriynon xopnynon BeP pov kat (Odigospoliti) NO
User 23 BeBalwon LOVLUNG KATOLKLAG BEBAIQIH MONIMHZ KATOIKIAZ (dikaiol) NO

MetaBiBaon kat ékdoon adelag kukAodopiag evaplOpou empatnyol AUTOKLVATOU 1 HOTOOLKAETAG ISLWTIKAG XpRong

(1X)
Users Search Term First Click Success
User 1 petaBiBaocn auvttokwhtou Swadkaola petaBiBaong petay (autotriti) NO
User 2 petaBiBacn auttokwvhtou Swaoloy ya petap avtok (kteohellas) NO
User 3 petaBifacn avttokwhtou petaBiBacn autokwntou Sikatoloyntika (dikaiolog) NO
User 4 uetaBifacn auttokwvrtou SwatoAoy yia petaf auvtok (kteohellas) NO
User 5 uetapLBaon pnxovakt SwkatoAoy yla petaf potoouk (dikaiologit) NO
User 6 metavivasi autokinitou Swkatooyntika yia pet aut(kteohellas) NO
User 7 petapLBaon pnxovng petaBiBaon k ekdoon adelag kukhodpoplag (yme) NO
User 8 petaBLBacn auTtoKLYNTOU SIKALOAOYNTIKOL uetaBiBacn avtokivntou Sikatoloyntika (dikaiolog) NO
User 9 petaBBaon autokwnTou petaBiBacn avtok n poto (diekper) NO
User 10 petapBaon autokwnTou Swkatoloyntika yia petaB autok (Kteohellas) NO
User 11 uetapLBaon autokwntou eyypada petaBiBacn avtokwntou Sikatoloyntika (dikaiolog) NO
User 12 peTaBLBacn aUTOKLYVNTOU UETOXELPLOUEVOU Swadkaola petaBiBaong petay (autotriti) NO
User 13 SkatoAoynTika yla HeTaBLBoon auToKvNTou petaBiBac avtokwvnrou Sikatoloyntika (dikaiolog) NO
User 14 petapBaon adeLag auToKVNTOU Swkatodoyntika yia petaf autok (Kteohellas) NO
User 15 petapLBaon auToKLVNTO HETAXELPLOUEVO Sladikaola petaPBipaocng petay (autotriti) NO
User 16 petaBiBacn autoknTou uetaBiBacn avtok n poto (diekper) NO
User 17 uetaBBaon petaxelplopevou autokvntou 2017  [petaB oxnp (odigospoliti) NO
User 18 attnon petafLBaong iy NAEKTpovika petaf oxny (odigospoliti) NO
User 19 petapLBaon autokvnTou petaBiBaon k ekdoon adelag kukhodpoplag (yme) NO
User 20 uetaBiBacn autokntou uetaBiBacn k ekdoon adelag kukhodoplag (yme) NO
User 21 petaBiBaocn auttokwhtou petaBiBacn adelag (gocar.gr) NO
User 22 petapiBaon adelag kukhodoplag Swatooyntika yia pet aut(kteohellas) NO
User 23 petapLBaon autoknTou Swaooyntika yla pet avt(kteohellas) NO
User 24 petaBiBacn autoknTou TLnpeneLva yvwpulete (asfalisisnet) NO




Avavéwon adsiag o8ynong

users Search Term First Click Success
User 1 avavewon adelagodnynong avavewon adelagodnynong (diekper) [NO
User 2 avoavewon adelag odnynong avavewon adelag odnynong (diekper) [NO
User 3 avavewon adelagodnynong avavewon adelagodnynong (diekper) [NO
User 4 ANANEWSH ADEIAS ODHGHSHS Swkaohoyntika...(Kteohellas) NO
User 5 ananeosi adeias odogisis avavewon adelag odnynong (diekper) [NO
User 6 adela odnynong avovewaon avavewon adelagodnynong (diekper) [NO
User7 avavewon adelag odnynong 65 eTwv avavewon Suthwpatog (ml.gr) NO
User 8 avavewon adelagodnynong avavewon adelagodnynong (diekper) [NO
User9 avavewon adelag odnynong avavewon adelag odnynong (diekper) [NO
User 10 avavewon adelagodnynong avavewon adelagodnynong (diekper) [NO
User 11 Bewpnon Suthwpatog Swkatohoyntika...(Kteohellas) NO
User 12 avavewon adeLag QUTOKLVNTOU avavewon adelag odnynong (diekper) [NO
User 13 avavewon adelag odnynong auvtokntou [avavewon adelagodnynong (diekper) [NO
User 14 avoavewon adelag odnynong Swaohoyntika...(Kteohellas) NO
User 15 avavewon adelagodnynong avavewon adelagodnynong (diekper) [NO
User 16 oavovewon adelag odnynong avavewon adelagodnynong (diekper) [NO
User 17 ananeosi adeias odogisis Swaohoyntika...(Kteohellas) NO
User 18 avavewon adelag odnynong nAektpovika [adeteg odnynong (yme) NO
User 19 avavewon adelagodnynong 65 eTwv Swaohoyntika...(Kteohellas) NO
User 20 avavewon adelag odnynong adeleg odnywv (Yme) NO
User 21 avavewon adelag odnynong avavewon adelagodnynong (diekper) [NO
User 22 avavewon adelagodnynong Swaohoyntika...(Kteohellas) NO
User 23 avoavewon Suthwpatog odnynong avavewon adelagodnynong (diekper) [NO
User 24 avavewon adelagodnynong avavewon adelagodnynong (diekper) [NO
‘EkSoon Kaptag avepyiag
Users Search Term First Click Success
User 1 e£kdoon KAPTAG avVEPYLAG 0dnyLeg eyypadng oto UNtpwo avepywv oaed(oaed.gr) YES
User 2 KOPTA OVEPYLAG eyypadn oto pntpwo oaed (oaed) YES
User 3 oaed anevBelag sublink nAektpovikeg unpeoteg anod oaed (oaed.gr) |YES
User 4 EPIDOTHSH ANERGWN KARTA ANERGIAS |[kapta avepylag embopa avepylag (odigospoliti) NO
User 5 karta anergias ekdosi AIKAIOAOT TIA KAPT ANEPTIAZ OAEA (dikaiolog) NO
User 6 karta anergias dikaiologitika AIKAIOAOT TIA KAPT ANEPTIAZ OAEA (dikaiolog) NO
User 7 £K600N KOLPTOLG AVEPYLOG odnyleg eyypadng oto pntpwo avepywv oaed(oaed.gr) YES
User 8 00€ed KAPTA AVEPYLAG 0dnyLeg eyypadng oto UNtpwo avepywv oaed(oaed.gr) YES
User 9 KOPTA OVEPYLOG AIKAIOAOT TIA KAPT ANEPTIAS OAEA (dikaiolog) NO
User 10 KOPTOL OVEPYLOG 0dnyLeg eyypadng oto pntpwo avepywv oaed(oaed.gr) YES
User 11 KopTa avepyLag S8Ikatohoyntika oaed  |odnyleg eyypadng oto untpwo avepywv oaed(oaed.gr) YES
User 12 KOPTA OVEPYLOG odnyleg eyypadng oto untpwo avepywv oaed(oaed.gr) YES
User 13 KopTa avepyLlag oaed Sikaloloyntika AIKAIOAOT TIA KAPT ANEPTIAZ OAEA (dikaiolog) NO
User 14 KOPTA OVEPYLAG 0dnyLeg eyypadng oto pntpwo avepywv oaed(oaed.gr) YES
User 15 KOPTA OVEPYLOG odnyleg eyypadng oTo untpwo avepywv oaed(oaed.gr) YES
User 16 KOPTA OVEPYLOG TLXPELalETAL AIKAIOAOT TIA KAPT ANEPTIAZ OAEA (dikaiolog) NO
User 17 ekdoon kaptagoaed eyypadn oto untpwo oaed (oaed) YES
User 18 £Kk600N KAPTA AVEPYLAG NAEKTPOVLKAL odnyleg eyypadng oto pntpwo avepywv oaed(oaed.gr) YES
User 19 KOPTA OVEPYLOG 00ES OUXVEG EpWTNOELG SeATLO avepylag (oaed) YES
User 20 oaed oaed.gr YES
User 21 00.ES KAPTA AVEPYLOG Avavewon SeAtiou avepylag (oaed) YES
User 22 KOPTA avVeEPYLOG EKSOON AIKAIOAOT TIA KAPT ANEPTIAZ OAEA (dikaiolog) NO
User 23 £k500N KOPTOL AVEPYLAG AIKAIOAOT TIA KAPT ANEPTIAZ OAEA (dikaiolog) NO
User 24 oaed oaed.gr YES




Avavéwaon KAaptag avepyiag

Users Search Term First Click Success
User 1 ananewsh kartas anergias Avavéwon Sehtiou Avepyiag-OAEA (oaed.) YES
User 2 OQVOVEWGN KAPTAG OVEPYLAG Avavéwon deAtiou Avepyiag-OAEA (oaed.) YES
User 3 OQVOAVEWGOH KAPTAG OVEPYLAG Avavéwon Sehtiou Avepyiag - OAEA (oaed) YES
User 4 QVAVEWGOHN KAPTAG OVEPYLAG 0AED Avavéwon ehtiou Avepyiag - OAEA (oaed) YES
User 5 ananeosi karta anergias Avavéwon deAtiou Avepyiag-OAEA (oaed.) YES
User 6 ananewsi kartas anergias Avavéwon Sehtiou Avepyiag-OAEA (oaed.) YES
User 7

User 8 QVAVEWGH KAPTA OVEPYLAG Avavéwon Sehtiou Avepyiag (oaed) YES
User 9 QVAVEWGHN KAPTA OVEPYLAG KQVTE OVVOVEWON TNG KAPTaG avepyLag tou oaed edw (olymppia) [NO
User 10 OQVOVEWGT KAPTAG OVEPYLAG Avavéwon Seltiou Avepyiag (oaed) YES
User 11 QVaVEWON Kapta avepylag oaed neAktpovika |Avavéwaon Seltiov Avepyiag - OAEA (oaed) YES
User 12 QVOAVEWGH KAPTA OVEPYLAG Avavéwon dehtiou Avepyiag (oaed) YES
User 13 oaed e services €100600 010 ouoTnua (eservices oaed) YES
User 14 OQVOVEWGH KAPTAG OVEPYLAG avavewaon §eAtiou avepylag (OAEA) YES
User 15 KOPTA OVEPYLAG OVAVEWDN avavewaon §eAtiou avepylag (OAEA) YES
User 16 OAEA Avavéwon Sehtiou Avepyiag-OAEA (oaed.) YES
User 17 OQVOVEWGN KAPTAG OVEPYLAG Avavéwon ehtiou Avepyiag-OAEA (oaed.) YES
User 18 QVOVEWON KOLPTOLG AVEPYLOG Avavéwon Seltiou avepylag (oaed) YES
User 19 OQVOAVEWGH KAPTAG OVEPYLAG Avavéwon ehtiou avepylag (oaed) YES
User 20 oaed eservices sublink oaed YES
User 21 00€d AVOVEWON KAPTOG eservices sublink oaed YES
User 22 OVOVEWGN KAPTAG OVEPYLAG OAEA : nAektpovika n avavewaon (newsbomb) NO
User 23 OVOVEWGN KAPTAG OVEPYLAG Avavéwon Seltiou Avepyiag (oaed) YES
User 24 OQVOVEWGH KAPTAG OVEPYLAG Avavéwon Sehtiou Avepyiag (oaed) YES

EKTOMWon ekkabapLoTikol onpELWHATOG

Users Search Term First Click Success
User 1 ekkaBaploTiko epoplag taxisnet.gsis. Ektuniwon ekkaBaplotikou 2016, dop SnA(helppost) NO
User 2 ekkaBaplotiko popoloyikng SnAwaong taxisnet.gsis. Ektunwon ekkaBapiotikou 2016, pop dnA(helppost) NO
User 3 €KKOOOPLOTIKO TWG EKTUTIWVW TO EKKBAPLOTIKOG pou (clickme) NO
User 4 ekkaBaplotiko popoloyikng SnAwong 2017 doporoyikeg SnAwoelg 2017( dikaiologitika) NO
User 5 ekkaBaplotikd popohoyikng Srlwong 2016 taxisnet.gsis. Ektunwon ekkaBapiotikou 2016, pop SnA(helppost) NO
User 6 ekkatharistiko forologiki dilwsi TIWG EKTUTIWVW TO EKKOL oNpELwpa (texnologistiki.gr) NO
User 7 taxisnet gsis.gr YES
User 8 £KKABaPLOTIKO Taxisnet gsis extumn ekkaBap (helppost) NO
User 9 gsis I_gsis.gr YES
User 10 £KKABaPLOTIKO Taxisnet gsis extum ekkaBap (helppost) NO
User 11 €KKAOOPLOTIKO EPOpLaG taxisnet Taxisnet gsis ektur ekkaBap (helppost) NO
User 12 TOLOVET gsis.gr YES
User 13 TAXLOVET gsis.gr YES
User 14 gsisel UTINPEOCLEG TTPOG TIOALTEG (gsis.gr) YES
User 15 £KKOBOPLOTIKO taxisnet.gsis. Ektuniwon ekkaBaplotikou 2016, dop dnA(helppost) NO
User 16 gsis gsis.gr YES
User 17 ekdoon ekkaBaplotikou 2017 |Taxisnet.gsis. Extunwon ekkabapiotikou 2016, pop nA(helppost) NO
User 18 yolo gsis.gr YES
User 19 avtypado ekkaBapLotikou |Tmr]p£cnsq TPOG TOALTES (gsis.gr) YES
User 20 taxisnet gsis.gr YES
User 21 ot Sou Becoalovikng ekkaBapLoTIKO |7\ovLcho ypadeLo (e-taxis.gr) NO
User 22 gsis gsis.gr YES
User 23 £Kk500N EKKOOAPLOTIKOU ONUELWHOTOG kaxisnet gsis ektunwon ekkaBaplotikou (helppost) NO
User 24 ekkaBaplotiko popoloyikng SnAwaong |taxisnet gsis ektunwon ekkabaplotikou (helppost) NO




Xoprynon emddoparog netpedaiov Béppavong

Users Search Term First Click Success
User 1 ermudopa Beppavong 2017 Skaouxot Entidopa netp Beppavong 2016-2017 (odigostupoliti) NO
User 2 erudopa netphatou Beppavong 2016-17 "www.gsis.gr Kavte attnon....." (express.gr) NO
User 3 emdopa Beppavong attnon netp Bepuavong (gsis) YES
User 4 AITHSH PETRELAIOU THERMANSHS 1617 "www.gsis.gr Kavte attnon....." (express.gr) NO
User 5 enibopa netpelaiov 2016 Entidopa metp Beppavong 2016-2017 (odigostupoliti) NO
User 6 petrelaio epidoma JUXVEG EPWTNOELC ATIAVTINCELC (gsis) YES
User 7 erudopa Beppavong "www.gsis.gr Kavte attnon....." (express.gr) NO
User 8 ermudopa Beppavong netpeAaiou attnon netp Bepuavong (gsis) YES
User 9 oLTNON yLlo eSO TETPEAALOU attnon netp Beppavong (gsis) YES
User 10 ermudopa Beppavong 2016 erudopa Bepuavong (dikaiologitika) NO
User 11 eruSopa Beppavong attnon 2016-17 "www.gsis.gr Kavte attnon....." (express.gr) NO
User 12 autnon emdopatog netpehatou 2016 n edoppoyn tou taxisnet yia t erud Bepp(odigospoliti) NO
User 13 Swatohoyntika yla embopa metpeAaiov 2017 attnon yla to emdopa Beppavong (dikaiologitika) NO
User 14 erubopa netpelato Bepuavong 2017 emubopa Beppavong (dikaiologitika) NO
User 15 erudopa netpehatou Beppavong autnoelg netp Bepuavong (gsis) YES
User 16 erudopa netpehatou Beppavong awtnon ya to erudopa Beppavong (dikaiologitika) NO
User 17 ermdopa metpelatou attnon dikatouyot 2017 EniSopa netp Bepuavong 2016-2017 (odigostupoliti) NO
User 18 erubopa netpehatov Beppavong 2016 2017 Entiopa metp Beppavong 2016-2017 (odigostupoliti) NO
User 19 emudopa Beppavong attnon netp Bepuavong (gsis) YES
User 20 erudotnon netpelatou attnon netp Beppavong (gsis) YES
User 21 ermudopa Beppavong 2017 awtnon attnon yia to emdopa Beppavong (dikaiologitika) NO
User 22 erudopa netpehatov Beppavong 2017 attnon ya to erudopa Beppavong (dikaiologitika) NO
User 23 Swatohoyntika Angng emdopatog Beppavang attnon yta to erdopa Beppavong (dikaiologitika) NO
User 24 erubopa netpehatov 2017 attnon QLTNOELG yLa Tn Xopnynon (gsis) (pdf) YES
ATOKTNON AKASNHALKAG TAUTOTNTOG
Users Search Term First Click Success
User 1 aitisi gia akadimaiki tautotita apth Akadnuaikn Tavtotnra-Ynoupyeto MNaidelag (academicid.minedu.gov.gr) YES
User 2 aLTNoN aKASNUALKNG TouToTNTOG and sub-link nAektpovikn unnpeota anoktnong (academic minedu) YES
User 3 aKaSNUALKN TAUTOTNTO sub-link untoBoAn attnong (academic minedu) YES
User 4 PASO APTH METAPTYXIAKOU/ sub-link Metarmtuxakoo pottntng (academic minedu) YES
User 5 akadimaiki tautotita aitisi aristoteleio sub-link AtaSikaota umop attnong-akasd taut-un (academicid.minedu.gov.gr) [YES
User 6 akadimaiki tautotita aitisi aristoteleio Akadnuaikn Tautotnta-Yrnoupyeto Natdetag (academicid.minedu.gov.gr) YES
User 7 ekdoon akadnpakng rautotnTag and odnyLeg yla ekdoon akadp taut (jour.auth.gr) NO
User 8 sis.auth.gr sis.auth.gr NO
User 9 auth naco Belw va Byalw naoo (It.auth) NO
User 10 QKOSNUALKN TAUTOTNTO sub-link nAektpovikn unnpeota anoktnong (academic minedu) YES
User 11 akadnuakn tautotnta and ovAaw sub-link Alaikaota uroP attnong-akad taut-un (academicid.minedu.gov.gr) |YES
User 12 akadnualkn Tavtotnta and sub-link AtaSikaota umop attnong-akad taut-un (academicid.minedu.gov.gr) [YES
User 13 aitisi akadhmaikis taytotitas sub-link nAektpovikn unnpeota anoktnong (academic minedu) YES
User 14 QUTNON AKASNUALKNG TOUTOTNTOG sub-link nAektpovikn unnpeota anoktnong (academic minedu) YES
User 15 ekdoon naco sub-link nAektpovikn unnpeota aoktnong (academic minedu) YES
User 16 QKASNHUALKN TAUTOTNTOL sub-link nAektpovikn unnpeota anoktnong (academic minedu) YES
User 17 £k500N MALGO AT PETATTTUXLOKO sub-link Metantuxiakoo ¢pottntng (academic minedu) YES
User 18 QLTON YL 0KASNUALKN TOUTOTNTO ord Akadnuaikn Tavtotnta-Yroupyeto Nawdelag (academicid.minedu.gov.gr) YES
User 19 akadnualkn Tavtotnta and sub-link nAektpovikn unnpeota anoktnong (academic minedu) YES
User 20 akadimaiki tautotita Axadnpatkn Tavtotnta-Yroupyeto MNatdetag (academicid.minedu.gov.gr) YES
User 21 and aplototeAelo (apth) NO
User 22 £K500N AKASNUALKNG TOUTOTNTOG sub-link Metarmtuyakoo poutntng (academic minedu) YES
User 23 £k600N AKASNUALKNG TAUTOTNTAG sub-link nAektpovikn unnpeota anoktnong (academic minedu) YES
User 24 £KE00N AKAENUALKNG TAUTOTNTAG Akadnuaikn Tavtotnta-Yroupyeto Nawdelag (academicid.minedu.gov.gr) YES
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Avalitnon/kAsiowo pavteBou tatpwv EONYY

Users Search Term First Click Success

User 1 aAAEPYLOAOYOC €0TTUU aA\epyloloyol eonuu abnva (vrisko.gr) NO

User 2 aAAEpyLOAOYOL 0TIV BeCGOAOVIKN aM\epyloloyol eonuu Becoalovikn (vrisko.gr) NO

User 3 aAAepylohoyol eonuu Becoalovikn aA\epyloloyol eonuu Beacalovikn (vrisko.gr) NO

User 4 EOPY RANTEVOU ylatpot eonuu kKAeloe pavteBou (doctoranytime) [NO

User 5 eopi rantevou pavteBou gomnuu (doctoranytime) NO

User 6 eopi rantevou allergies aA\epylohoyol medu eonuu (doctoranytime) NO

User 7 giatroi eoppy rantevou ylatpot eonuu edi( odigospoliti) NO

User 8 aAAepylohoyog eonuu BecoaAovikn aAAepylohoyol eonuu Beaoalovikn (vrisko.gr) NO

User 9 €0TUU aAAepylodoyol BecoaAovikn aA\epyloloyol eonuu Beaoalovikn (vrisko.gr) NO

User 10 aAAepyLOAOYOG BEcoaAOVIKN EOTIVU aAAepyLlohoyol eonuu Becoadovikn (vrisko.gr) NO

User 11 aAAepylohoyog Becoalovikn Eomuu aAAepyloloyol eonuu Beaoalovikn (vrisko.gr) NO

User 12 aAAepylohoyol eonuu Becoalovikn aAAepyloloyol eonuu Beaoalovikn (vrisko.gr) NO

User 13 allergiologos eopi thessaloniki aA\epyloloyol eonuu Beaoalovikn (vrisko.gr) NO

User 14 €0TUU pavteBou ylatpol eonuu (apps.ika.gr) YES

User 15 €0mVU aAAepyLloAoyol Becoalovikn aMepyloloyot eomuu Becoadovikn (vrisko.gr) NO

User 16 aAAepylohoyol eonuu Becoalovikn aAAepyloloyol eonuu Beaoalovikn (vrisko.gr) NO

User 17 gomuu aA\epyloloyol Begoalovikn oupBeBAnpevol mpounBeuteg uyeLag (eomuu) YES

User 18 €0TUU pavteBou NAEKTppovLKA eomnuu nedu nAetpovika pavteBou.. (odigospoliti) [NO

User 19 aAAepylohoyol eonuu Begoalovikn aA\epyloloyol eonuu Beaoalovikn (vrisko.gr) NO

User 20 aAAepylohoyog BecoaAovIKN Meso E0TUU aA\epylohoyol eonuu Beaoalovikn (vrisko.gr) NO

User 21 €0TUU pavteBou ylatpot eonuu (apps.ika.gr) YES

User 22 €01V AAAEPYLOAOYOG aM\epyloloyol eonuu (xrisosodigos) NO

User 23 Latpot aAAepyLoAoyol EOMYY AM\epyLoloyol eonuu 1888 NO

User 24 Latpot aAAepyLoAoyot EOMYY aAAepyLlohoyol eomuu (xrisosodigos) NO
‘EkSoon SiaBatnpiov

Users Search Term First Click Success

User 1 ekboon dlapatnplou Awatohoyntika-MNepiexopevo-AteuBuvon Stapatnplwv (passport.gov.gr) YES

User 2 Safatnplo AleuBuvon AtoBatnplwv (passport.gov.gr) YES

User 3 ekboon SaBatnplou 08nyLeg ylo T ekdoaon StaBatnptov (passport.gov.gr) YES

User 4 EKDOSH DIAVATHRIOY AFRIKH 06nytLeg yla tnv ekdoon StaBatnplou (passport.gov.gr) YES

User 5 diavatirio ekdosi 08nytLeg yla tnv ekdoon StaBatnplou (passport.gov.gr) YES

User 6 diavatirio ekdosi Awkatohoyntika-Mepleyopevo-Aleubuvon Stafatnplwv (passport.gov.gr) YES

User 7 ekboon Sapatnplou Begoaiovikn Qeooalovikn - Kahapapta (passport.gov.gr) YES

User 8 g\ag eMnvikn actuvopta (hellenicpolice) NO

User 9 Swapatnplo BecoaAovikn ©g00AAOVLKN QLOTUVOULKO PEYAPO (passport.gov.gr) YES

User 10 Swapatnplo 08nyteg yla tnv ekdoon StaBatnplou (passport.gov.gr) YES

User 11 StaBatnplo aoTuvouLa sub-link Sikatohoyntika (passport.gov.gr) YES

User 12 Swapatnplo 06nyLeg yla tnv ekdoon StaBatnplou (passport.gov.gr) YES

User 13 aithsh diavatiriou thesaloniki Awatohoyntika-Mepiexopevo-AteuBuvon Staatnplwv (passport.gov.gr) YES

User 14 ekboon Sapatnplou 08nytLeg yla tnv ekdoon StaBatnplou (passport.gov.gr) YES

User 15 Swapatnplo 08nytLeg yla tnv ekdoon StaBatnplou (passport.gov.gr) YES

User 16 Swapatnplo ekdoon 06nytLeg yla tnv ekdoon StaBatnplou (passport.gov.gr) YES

User 17 ekboon Slapatnplou Becoadovikn OgooaAovikn Toupna (passport.gov.gr) YES

User 18 nAekTpovIKNn ekdoon Saatnplou e-paravolo-HAektpoviko MapaBolro-ekSoon StaBatnplou (passport.gov.gr)  |YES

User 19 ekdoon Slafatnplou AevBuvon Ao Batnpuwv (passport.gov.gr) YES

User 20 ekboon dapfatnplou AleuBuvon A Batnplwv (passport.gov.gr) YES

User 21 ekdoon Slafatnplou SikaoAoyntiko Awkatohoyntika-Mepleyopevo-Aleubuvon Stafatnplwv (passport.gov.gr) YES

User 22 ekboon Sapatnplou 08nyLeg ylo tnv ekdoaon StaBatnplov (passport.gov.gr) YES

User 23 ekboon dafatnplou 06nytLeg yla tnv ekdoon StaBatnplou (passport.gov.gr) YES

User 24 diavatirio 08nytLeg yla tnv ekdoon StaBatnplou (passport.gov.gr) YES
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‘EKS00N 0OTUVOHLKIG TAUTOTNTOG

Users Search Term First Click Success
User 1 €K500N ACTUVOULKNG TOLUTOTNTOG €kd. 6eAT Tawutot untupy €0 -eAN aotuv(hellenicpolice) |YES
User 2 KOLLVOUPYLOL TAUTOTNTA €Kkd. 6eAT Tawutot untupy €0 -eAN aotuv(hellenicpolice) |YES
User 3 €kd00n TaUTOTNTAG 00TUVOLLKN TawTotnta (odigospoliti) NO
User 4 EKDOSH TAUTOTHTAS £Kk8. SeAt TawtoT UTVPY €0 -AA aotuv(hellenicpolice) |YES
User 5 tautotita epanekdosi EKAOZH TAYT AIAKIOAOT (dikaiolog) NO
User 6 taytotita kloph €Kkd. SeAT tautot untupy €0 -eAN aotuv(hellenicpolice) |YES
User 7 ekdoan veag tautotntag SlokloAoyntika 0QOTUVOULKN TawwTotnTa (odigospoliti) NO
User 8 elag eMnvikn aotuvopta (hellenicpolice) NO
User 9 €K500N AOTUVOULKNG TOLUTOTNTOG €Kkd. 6eAT Tawutot untupy €0 -eAN aotuv(hellenicpolice) |YES
User 10 €K500N VEOLG TAUTOTNTAG SkatoAoyntika enavekdoong... (clickme) NO
User 11 €X0.0Q TOUTOTNTA 0LOTUVOLLO €kd. 6Nt Tawwtot unupy €0 -eAN aotuv(hellenicpolice) |YES
User 12 ekdoon tavtotntag €Kk8. SeAT TawtoT UTVPY €0 -AA aotuv(hellenicpolice) |YES
User 13 QLOTUVOULKN TawToTnTa EKS0oNn Aoyw KAOTING Q0TUVOULKN Tautotnta (odigospoliti) NO
User 14 £K600N TAUTOTNTAG ek6. SeAt tautot unupy €0 -eAA aotuv(hellenicpolice) [YES
User 15 VEQ TOUTOTNTO EKSOON EKAOZH TAYT AIAKIOAOT (dikaiolog) NO
User 16 €Kk500N TOUTOTNTOG ek6S. SeAt tautot urnupy €0 -eAN aotuv(hellenicpolice) [YES
User 17 QMWAELD TAUTOTNTAG ek6. SeAt tautot unupy €0 -eAN aotuv(hellenicpolice) [YES
User 18 aLtnon yLa ek600n A0TUVOULKNG Tautotntag NAEKTpovika |ekS. SeAt tautot unupy €0 -eAN aotuv(hellenicpolice) [YES
User 19 €K500N TOUTOTNTOG €k6. deht tautot unupy €0 -eA\ aotuv(hellenicpolice) [YES
User 20 k600N TAUTOTNTOG €kd. 6eAT Tawwtot untupy €0 -eAN aotuv(hellenicpolice) |YES
User 21 ekSoaon TautoTNTa SIKOLOAOYNTIKOL €Kkd. 6eAT Tawtot unupy o -eAN aotuv(hellenicpolice) |YES
User 22 £K600N TOUTOTNTOG EKAOZH TAYT AIAKIOAOT (dikaiolog) NO
User 23 €K5001N VEAG LOTUVOLLKNG TAUTOTNTAG ek6. SeAT tautot unupy €0 -eAN aotuv(hellenicpolice) [YES
User 24 €K600N TOUTOTNTAG ek, SeAt tautot unupy €0 -eAN aotuv(hellenicpolice) [YES

-12-




