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Abstract 

 

In recent years, the digital transformation wave has seen a significant rise, not only 

in the private sector but also in the public one. The pandemic has led governments to 

publish a vast amount of digital public services, which in turn, led a large number of 

citizens to interact with local and central governments through their computers, mobile 

phones or tablets. Although these services are functional and demonstrate many 

advantages, there is much discussion regarding their overall user experience. 

User Experience, usability and accessibility are some terms that people use when 

viewing a website. However, do they fully grasp their definitions and their importance 

when building it? Have Governments understood how necessary it is to focus on User 

Experience elements when building their portals?  

There are countries that have humanized their portals and their services and have 

made the user journey very effortless. Is Greece one of those countries? What Greek 

and foreign users think about the Greek portal and its User Experience? What are the 

changes that the Greek Government should do in order to improve its portal? Those are 

some of the questions that will be answered in the next parts of the dissertation. 

Motivated by the aforementioned, this paper conducts a two-study research 

approach to examine the users’ perceived User Experience items when interacting with 

the Greek e-government portal. A quest5ionnaire-based mixed-methods analysis is 

conducted on a sample of 41 participants to evaluate UX both quantitatively and 

qualitatively. Then, a mockup version is designed and an observation study is conducted 

on a sample of 10 participants. 

The findings revealed that the Greek portal is a very well designed portal in terms 

of User Experience but it needs some improvements. All changes are shown in the 

results part of the dissertation. By using those two types of research, many findings 

were drawn in order the Greek portal to be improved. 

The findings of this study might be contributing to the improvement of the User 

Experience elements of the Greek e-government portal. The portal with some changes 

that are based on this research findings, will be adopted by more people and it would 
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be more user-friendly. All citizens should be able to access easily the portal in order to 

use all of its important services. The citizen’s satisfaction is very important for the 

Greek government and one of the reasons that portals are made. 
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1. Introduction 

 

For many people E-Government means a variety of services that everyone can 

access from their personal computer or smartphone. However, the term E-Government 

contains more elements than this. Generally, E-Government is the way that the 

Government provides citizens with information and services via the internet. There are 

many definitions that over the time have been used by researchers. 

A lot of people used to be unfamiliar with the E-Government portals. During 

Covid-19 many people used them for the first time and understood that they are systems 

that could make their lives easier. They also understood that those systems mean the 

end of bureaucracy and that they will stop waiting in the lines of Citizen’s Service 

Centers. At first, Governments focused much on E-Government during Covid-19 

because they did not want many people to enter the public organisations’ offices. It was 

a great opportunity for them to make citizens adopt the E-Government portal and the 

digital services. 

In order for the public services to be delivered correctly to the citizens, 

Governments should focus on a very important and essential aspect of a website 

success. This aspect is User Experience. It is a term that only from its name, people can 

understand what it is but only a few know that it contains many other elements. Those 

elements will be described in the Literature Review part and will be measured in the 

research part. Usefulness, usability, learnability, efficiency, effectiveness, 

memorability, desirability, findability, accessibility and credibility are terms that 

compose the term of User Experience. Each of them is very important for the User 

Experience and the adoption of the portal from the citizens.  

When speaking of User Experience of Governments’ websites a special reference 

to the countries with the better User Experience should be made. The portals of 

Denmark, Estonia, the Republic of Korea, Finland and Australia are some of the portals 

with exceptional User Experience and need to be mentioned. However, the portal of 

Australia was chosen to be described as it proved to be very high in the User Experience 

Ranking and also its Government focuses much on the term of accessibility and it is 

impressive the way that the Australian website handles it. 
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E-Government’s User Experience could also be connected with Artificial 

Intelligence. Many applications of people’s daily lives use Artificial Intelligence in 

order to support them. E-Government portals could also use it for the same reason. 

Chatbots and new authentication methods are some of the tools that tap into Artificial 

Intelligence and could help Governments to improve their services and overall their 

websites. 

A related study was conducted for the E-Government portal of Nigeria in 2019. 

The researchers tried to mention the elements of User Experience in the Literature 

review part and then measure each of them with an online questionnaire that was sent 

to Nigeria’s citizens that have used the portal at least one time. The findings were very 

interesting. 

The portal of Greece will be examined in the research part. It was also one of the 

portals that became well known during the period of Covid-19. It is very high in the 

User Experience rankings and it would be very interesting to investigate what users 

think about it and what is its overall User Experience. The research objectives (RO) are 

listed below: 

o RO1:  to assess the users’ perceived User Experience items when 

interacting with the Greek portal 

o RO2:  to identify the website elements that affect the users’ perceived User 

Experience items  

o RO3:  to examine significant differences in perceived User Experience 

items among different groups of users according to their age and gender. 

Answering to these research objectives, will help the Greek government to 

understand what changes should be made in the portal in order to have improved User 

Experience. It is very important for the government to know what citizens think and 

what changes they believe that should be made in the portal. This research will be 

beneficial for both the citizens and the government. The government will be able to 

make changes in the portal based on the research and those changes will make the 

citizens more satisfied. 
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2. Theoretical Background 
2.1.E-Government 

 

The internet and Information Technology have obviously changed many aspects 

of our daily lives. The e-Government term was born out of the internet boom in the late 

1990s as the term e-Commerce. However, the use of Information Technology in 

government organizations started many years before.  

There are many definitions that can describe e-government. Many people have 

connected the term only with the services that governments are providing via the web. 

Fang (2002) defined e-government as a way for governments to use the most innovative 

information and communication technologies, particularly web-based Internet 

applications, to provide citizens and businesses with more convenient access to 

government information and services, to improve the quality of the services and to 

provide greater opportunities to participate in democratic institutions and processes. 

Some of the most important Government services are paying the electricity bill, e-filing, 

e-ticketing, and getting information about government policies. Before the innovative 

creation of E-government and for many years, government organizations had to deal 

with a slow-moving bureaucracy that was very difficult to alter. There was a lot of 

paperwork in order for a simple process to be completed. E-commerce and the private 

sector implemented much faster innovations than the public sector and E-government, 

but innovations in the public sector are a result of long-term research. E-Government 

has completely changed the way that processes are made and has offered us a variety 

of benefits. It increases transparency and trust between the government and citizens. 

Moreover, operation costs are reduced as the processes are automated. As there is online 

access to services, bureaucracy is reduced drastically. Citizens have ease of access to 

information. Last but not least, communication between government and businesses 

and government and citizens has improved.  

The period of Covid-19 was very important for the implementation and 

development of e-government portals for many countries. According to Ceesay and 

Bojang( 2020), the adoption of e-Government projects during a global health crisis, 

allows countries to provide relevant health and safety-related information and 

emergency contacts using various e-Service platforms including the national admin 
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portals, mobile apps, and social media platforms. Specifically, in covid-19, many 

portals started providing information, statistics, and insights through their website and 

some social media platforms. Moreover, the Covid-19 pandemic and the lockdowns 

had consequences, as more and more people started using the e-government portals 

because it was necessary for them to use online some government services without any 

physical contact required. International structures attach great importance to the 

adaptation of e-government mechanisms to the pandemic conditions. According to UN 

experts, digital technologies have played a key role in maintaining the government work 

and the society functioning during the coronavirus pandemic (Belyi & Chugunov, 

2021). Governments in this period chose to implement new practices and also add new 

services because they wanted to reduce the number of citizens in public organizations’ 

offices. 

E-Government should deliver public services ways that citizens and businesses 

want them, using the internet and other technologies as enablers. e-Government is much 

more than building a web site. E-Government is the infrastructure that governments 

today are building to transform the way they complete their missions. Firstly, it has to 

be focused on the citizens’ needs (Reffat, 2006). All portals should be created with the 

user in the center. They have to understand and predict what he or she wants to 

accomplish. They have to create digital services that are made in order to help citizens 

complete their tasks. The tasks should be completed easily and the citizen’s journey in 

the portal should be simple. The context should be understandable and easy to read. 

Lastly, information in the portal should be open and accessible to all. 
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2.2.Importance of User Experience 

 

In this part, some good practices for a well-designed E-government portal will be 

described. Public services have to evaluate the impact of their strategies on the 

customers (citizens and businesses) and have to consider the new emerging needs and 

expectations for electronic services in the future (Verdegem & Verleye, 2009). Some 

countries focused much on User Experience when they created their portals and they 

have managed to build user-centered portals that are based on their citizens’ needs. 

Usefulness, usability, findability, accessibility, and credibility have been considered in 

order for user satisfaction to be increased. Also, some proposals based on good portals 

will also be given. Governments worldwide have introduced e-government services in 

order to reduce costs and make their operations more efficient, provide prompt service, 

improve service quality, remove barriers to government services, tackle social 

exclusion and provide local access points (Praeg & Spath, 2010). For the above reasons, 

they have the need to appeal to their citizens and make them adopt their portals. So, 

portal design, citizen satisfaction, and citizen interaction with the portal are very 

important for them. In order to achieve to appeal to more citizens to complete their tasks 

through the portal, they have to follow the rules of user experience. 

E-government portals should be focused on citizens. Satisfaction of the interaction 

a user has with the E-Government is as important as the satisfactory interaction with 

their clients of the business’s websites in the private sector. If the portal is not usable, 

citizens will not be able to complete successfully their tasks. So user experience and 

specific usability are an essential part of it because, in contrast to the private sector, 

citizens have no alternative choice in order to have a public service. In terms of web 

services and resources, usability is important because according to recent research 

(Brinck et al, 2001) people cannot find the information they seek on Websites about 

60% of the time. Similarly, research by Manning et al. (1998) revealed that the 

consequence of bad site design is that the site will lose repeat visits from 40% of the 

users. The citizens’ journey should be easy, simple and able to evoke positive emotions. 

Citizens often need help in order to complete their journey or they cannot complete 

their task due to a lack of user experience in the portal.  
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2.3.User Experience factors 

 

User experience is the overall user interaction with the application that he or she 

is using. It focuses on having a deep understanding of users. In this situation of E-

government portal the user usually is the citizen that wants to have access to a 

government’s service. User experience is influenced by seven very important factors. 

Those factors determine the citizen’s journey in the government’s portal. 

For meaningful and valuable user experience, information must be (usability.gov) 

firstly useful which means that the content of the portal fulfills a need. Moreover, the 

portal should be usable, desirable, findable, accessible, and credible. Those conditions 

constitute the term “User Experience” and each of them is very important for the 

interaction between the user and the system. 

2.3.1. Usefulness 

Usefulness is a very important factor of a government’s portal. According to 

usability.gov, a portal is useful if all the tasks and objectives are able to be completed. 

Something that is not considered useful is not likely to be accepted by the citizens. 

Citizens are the “clients” of the government. If the portal is not useful, they will not be 

satisfied. In all portals, the content should be meaningful to the users. As in an E-

commerce website, if an E-government portal of a country is not useful, the user will 

not be willing to navigate to other pages of the website. All of the e-government portals 

should be useful in order to be considered as successful. Citizens are trying to find 

information and seek services that will help them achieve their tasks in an E-

government portal. If necessary information for them is not included in the portal, they 

cannot fulfill their need to reach them. Also if the service they are searching for is not 

in the portal, they will be dissatisfied.  

Moreover, Governments should have Open data available to the citizens in order 

to promote transparency and to keep them informed. If citizens cannot reach open data, 

the portal is not considered useful. Open Government Data is the data that each country 

is creating and they are available to all. They promote transparency and value creation 

for the citizens. Open government data can be a powerful lever for social and economic 

development. It can also be used to strengthen public governance by improving the 
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design of public services with a citizen-driven approach, by enhancing public sector 

efficiency, and by spurring public sector integrity and accountability (Government at a 

Glance, 2017). If a Government portal is not useful, citizens will not visit its services 

and they will not be satisfied with the system. Moreover, it has to be suitable for mobile 

devices and with a mobile-friendly design.  

Nowadays, smartphones are essential for our daily lives. It is not only a device 

with which people can communicate. With the passage of time, mobile phones include 

cameras, radios, computers, calculators, processing files and generally making 

processes that people used to do via their laptop. Most of the people are using their 

smartphones for almost everything. Citizens that are using a Government portal should 

be able to complete their tasks and have access to their services via their cellphones. 

Many portals globally do not have mobile-friendly design. A portal that cannot be used 

from a citizens’ smartphone can be considered as not useful. 

2.3.2. Usability 

Usability is in all probability the most important part of User Experience. Not all 

websites that are useful are also usable and also usability is a more complex term than 

usefulness. Despite the fact that the government portal is considered usable when it is 

easy to use, the term Usability as User Experience factor is a combination of several 

elements. Usability has often been defined as the ease of learning, efficiency of use, 

memorability, error rates, and preference in the HCI area. Nielsen (1993) reported that 

typical usability problems identified seem to be the performance problems such as poor 

task performance resulting from poor navigation design, bad screen design, and layout, 

unsuitable feedback, or lack of consistency. Also, usability has become one of the most 

important keys to success in a website. Web developers and web designers focus very 

much on usability when building a system. That is why, scientists have found many 

ways to measure usability. Finally, most of the design elements of a website are focused 

on and aligned with usability. 

Usability is one of the most important factors of the success of an e-government 

portal. Despite the fact that many studies have focused on the importance of usability 

in e-government websites, current e-government websites are still plagued by a number 

of usability problems, including hard-to-understand content, inconsistent formats, poor 
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navigation capabilities, disorientation, difficulty in using help functions, and lack of 

reliability (Huang & Benyoucef, 2014). Moreover, site usability is an important 

component of website quality, and as Scott (2005) says, developers of government sites 

“must regularly monitor and enhance the quality of their sites to attract and satisfy 

users” as site content and site use increase. Scott argues that a quality e-government site 

manifests five characteristics, three of which relate to the expected content: 

transparency, transactions, and connectivity. Two other components of site quality 

relate to site design: personalization and usability. E-Government aims to deliver 

benefits to government and citizens by improving transparency, efficiency, trust, and 

citizen participation. However, e-government initiatives face several barriers. One of 

them is poor usability. To advance quality of usability, literatures indicate that usability 

evaluation is a key success factor (Lyzara et al, 2019). 

2.3.3. Learnability 

The ease of learning in User experience is explained with the term learnability. It 

is a very important element of usability for a website and the Government portal of a 

country because the users should learn fast how to complete their tasks and also interact 

efficiently with the system. Despite the consensus that learnability is an important 

aspect of usability, there is little consensus among researchers as to how learnability 

should be defined, evaluated, and improved within a user interface. With this lack of 

agreement and understanding, it is no surprise that software systems still present the 

user with learning difficulties.( Grossman, Fitzmaurice & Attar, 2009). Learnability is 

usually based on the first performance of the user. 

Many countries have focused on learnability. E-government services provide new 

opportunities to citizens by allowing them to use government services anytime from 

anywhere irrespective of geographical location and releases citizens bound by 

government official hours. Experience plays an important role to change users' intention 

to adopt, which impacts their behavior and attitude too. It is very important for a portal 

to be learnable as processes sometimes are similar and users will make them faster if is 

easier to learn them. If processes are not learnable, citizens will waste much time in 

order to complete a task, and also they will have to cope with a big amount of 

completely different processes. Services will be easier to be reached when the portal is 

well structured and with detailed instructions. 



 

15 

2.3.4. Efficiency 

Efficiency according to usability.gov describes the ability of users to complete a 

task rapidly. It is very important for a user not to be confused in order to complete an 

objective. He or she should find easily the fastest way to do his or her job done. In the 

E-government portals, citizens should be able to find rapidly the service or the 

information they need. 

According to Darem and Suresha (2013) the efficiency of e-government websites 

is a very crucial factor for e-government success. Users prefer sites that allow them to 

get their tasks done successfully and quickly. Many e-government websites have found 

the perfect way for citizens to complete their tasks fast. Users prefer sites that allow 

them to get their tasks done successfully and quickly. Time-on-task, that sometimes 

referred as task completion time or simply task time, is an excellent way to measure the 

efficiency of any product. The time it takes a participant to perform a task says a lot 

about the usability of the website. 

2.3.5. Effectiveness 

 According to usability.gov, effectiveness describes the accuracy of the goal 

achieved and it can be measured by the completion rate. The term effectiveness is 

similar to the term usefulness. It is maybe the most import important part of usability. 

If the goal cannot be achieved and completed, a website cannot be considered as 

successful and the service quality is low. 

The site’s usability and availability standards of e-government sites should be 

better that are further operating and make further advantageous to the web clients. 

Effectiveness is a critical factor in clients' commitment to e-government (Ilyas et al, 

2022). As it is described before, effectiveness includes the rate of the errors that occur 

by the users and also the retention over time. If during a specific task, users are making 

a lot of errors and mistakes, the portal is not effective. 

2.3.6. Memorability 

A website is successful in terms of memorability when a user is leaving a program 

or a website and then, when he or she is visiting it again, remembers how it works and 

also how the processes are done (usability.gov). Most of the users would not be willing 

to familiarize themselves again and again with how the system or the website works. 
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The learnability and the memorability are improved when the website or in our 

situation, the E-Government portal, creates logical steps for completing a process and 

have a user-centered design. Finally, a website should be very careful with the errors 

that may occur. It is very easy for the user to make a mistake. Web developers should 

focus on the way that errors are handled with the right messages and the right navigation 

provided to the user. If many errors occur in a system, the developers should deeper 

investigate the origin of the problem. Errors describe the reasons why some tasks are 

never completed and why the users are not satisfied because they failed to fulfill their 

needs. 

It is very important for the citizens to remember easily the processes that they have 

already done. Usually, many processes are similar to each other. So if the e-government 

website is constructed easily and the users can remember how to access its services. 

2.3.7. Desirability 

It appears that a number of design characteristics contribute to the users’ 

experience of a website. (Cyr & Bonanni, 2005) The user experience of a website is 

definitely affected by the design of the website (usability.gov). So, users will be 

satisfied if the website is desirable. A website is usually desirable when pictures, videos 

and other interesting design elements are added in order to evoke emotions and 

sentiments. It is very common whenever a nice picture is used in a website, the 

engagement to be increased. A website with only plain text makes it difficult for the 

users to stay and navigate on all of its pages. Pictures, videos, colors, and appealing 

content are necessary when designing a website for user satisfaction. Desirability is 

usually connected to the user’s taste and view but there are several elements that all 

websites and E-government portals should have. Let us not forget that Appealing 

content in e-commerce can definitely be a factor for buying businesses’ products. 

2.3.8. Findability and Navigability 

Good site design includes having fast, uncluttered, and easy-to-navigate sites. 

Convenience includes saving time and making browsing easy (Szymanski & Hise, 

2000). The information on a website should be findable and easy to navigate. Citizens 

should find easily the information and the services that they are seeking in the E-

government portal. The content, the services and the functions should be locatable. In 



 

17 

E-government portals, citizens know that there is a service that will help them complete 

their task but if it is difficult to find it and there are no instructions, they may need a lot 

of time in order to find it. There are many ways that a web designer can see if a website 

is findable. 

Most of e-government portals are considered successful because citizens can 

navigate them easily and find the service and the information they want. The portals are 

divided into two different categories in terms of findability. Shallow e-government 

websites are the portals that are providing links to other websites in order to connect 

the citizens with the services they want to reach. In the deep portals, citizens are visiting 

a single domain in which they can find the information they are searching for. All the 

content and the services are included in this portal.  

According to Ecossistema de Governo et al (2018), there is an evolution from 

“shallow” to “deep” portals. Historically, the creation of websites starts in a bottom-up 

fashion: ministries and agencies develop their own websites to their relevant content 

and description of their services. Soon, this approach results in a fragmented 

environment of some dozens or hundreds of governmental websites. Countries then 

realize the need for harmonization and uniform access to all this content. 

2.3.9. Accessibility 

Accessibility is of paramount importance regarding User experience. The World 

Wide Web has an incredible potential to make our lives better due to the wide range of 

services offered through it. The Web can be especially helpful for people with 

disabilities, as barriers to communication and interaction that many people face in the 

physical world are removed. While the Web was designed to be universally accessible, 

in practice this does not always happen mainly because Web sites are often designed 

without considering human diversity (Aizpurua et al, 2016). Also, many e-government 

portals are focused on accessibility. Few of them are using more than one language 

which means that they exclude all the people who talk, write and read in a different 

language than the one used in the portal. Also, they do not follow the rules about 

accessibility. Web accessibility has nowadays become a key factor for the right delivery 

of the services that must be available for all citizens without any restrictions. As a result, 
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accessibility in E-government portals and in E-commerce websites has become vitally 

important. 

In case of visual impairment, bigger letters may be required or someone that reads 

the screen. If the user suffers from a hearing impairment, subtitles must be included in 

videos or everywhere that the person needs to hear something. Also, many people 

cannot use a keyboard or a mouse. So governments should provide them with special 

tools for using the portal. 

The number of citizens with disabilities (including visual, auditory, cognitive, 

learning, or physical dexterity impairments) is relatively high reaching 8 percent in the 

USA. A 2011 report from the WHO and the World Bank revealed that more than one 

billion people experience some form of disability, among which between 110 and 190 

million people are encountering significant difficulties (WHO, 2011). Although 

functional disability is a universal issue, it is particularly prevalent in Dubai. In fact, 

survey results released in September 2012 by the Dubai Health Authority and the Dubai 

Statistics Center revealed that one in five residents in Dubai reported suffering from 

some form of functional disability related to hearing, visual, motor, or other 

impairments (Khaleej Times, 2012). So, it is essential for governments to adapt their 

portals to those people’s needs in order to be accessible for all without any exemptions. 

2.3.10. Credibility 

Credibility often referred to as trust, is a user's confidence in the e-service 

provider's reliability, integrity, dependability, and ability to deliver on expectations 

(Bhattacherjee, 2002). Citizens should feel that the program is secure and trustworthy 

when they use it. In the E-government portal, information about citizens is saved and it 

is very important for them to feel that they are safe. According to Martin (2006), the 

perception of credibility goes a long way in reassuring users that they have reached a 

Web site that provides useful information and that there is substance behind that 

content. In fact, Lightner (2003) found that information quality and information 

quantity, along with security, ranked first in overall importance in a survey of online 

shoppers.  

According to Huang et al. (2019), credibility refers to reliability, accuracy, 

authority and quality. Regarding e-government websites particularly, credibility can be 
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enhanced by the site look, information quality and readability. This suggests that there 

is a need to consider credibility when developing e-government websites. It is very 

important for those sites to be trustworthy because citizens want to have a guarantee 

that the portal that they are using is secure. Pages with good design and good 

authentication systems help them be considered as credible. E-government portals are 

like E-banking systems. They contain personal information that citizens should know 

that can remain secure. 
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2.4. User experience in Australia’s portals 

 

According to the E-Government Index ranking in 2020, Denmark was first, second 

was the Republic of Korea, third was Estonia, fourth was Finland and Fifth was 

Australia. Greece ranked forty-fourth of the one hundred and ninety-three countries. 

The E-government Index was measured by the three metrics. Those three metrics are 

the online service index, the telecommunication infrastructure index and the Human 

Capital index. Denmark was first as it was an early mover in eGovernment development 

with a consistent focus on Information Communication Technology investments in the 

public sectors portal (Nielsen & Jordanoski, 2020). Australia was ranked first in the 

Human Capital Index that maybe is the most important index of the rankings because 

it is highly connected with the users. In this part of the literature review, the portal of 

Australia will be described. 

The Australian portal provides links that lead to external websites which contain 

information about each service. It has a main website that redirects the users to other 

websites of the public authorities. Each department and each service use its own 

presentation type and style and different organizational structure. So, according to the 

above description of the shallow and the deep portal, the Australian portal is considered 

a shallow portal. According to Ecossistema de Governo Digital para Melhoria da 

Interação entre Estado e Sociedade (2018), the presentation of services and information 

is not consistent and homogenized. The Australian portal provides just a thin layer on 

top of hundreds of other governmental portals to support the user to find the right place 

where the actual service or information resides. It also provides some general-purpose 

information about the country. 

Services in the Australian E-government portal are represented very organized 

with emoticons that perfectly describe the service that the citizens will want to use. 

Users can easily understand what services the emoticons are describing. Also, users can 

find the service they want by choosing the right emoticon. So, those emoticons are 

making the portal findable and also very desirable. Moreover, the process of finding a 

specific service becomes easier to be learned by the citizens. The portal does not contain 

only plain text but also images. It is very important for the citizens to use a well-
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designed E-government portal. Also with the big emoticons and the images, the 

Australian Government proves that it respects the accessibility standards. 

In every page of the Australian portal, there are all the popular and the most 

important links. Those links are findable from every page of the main E-government 

website and make the site more navigable. In the contact page of the portal Users can 

ask questions and chat via a Web chat application which is available from 8 am to 8 

pm, Monday to Friday nationally. Web chat allows users to chat online to an agent for 

help with government grants, programs and services, help with the government's online 

Business Registration Service, advice and information with starting, running or 

growing businesses, including small businesses and independent contractors. A 

feedback form is also provided for users to assess the quality of the portal (Ecossistema 

de Governo et al, 2018). This contact page makes the portal more accessible, findable 

and efficient. 

In Australia, it is estimated that one in five Australians or 3.95 million people, 

experience long-term impairment. The Australian Government Information 

Management Office reports that 2.6 million of these people are under the age of 65 

which equates to 15% of people under 65. Of these, 86% report they experience a core 

limitation, affecting their mobility, and communication and may restrict either their 

schooling or employment. (Australian Bureau of Statistics, 2010)  

As for accessibility, the Australian Government has chosen to be one of the very 

few Governments whose portal has multilingual support. Through the support, citizens 

can reach the portal in twenty-five different languages. So, citizens that are not speaking 

English, are able to have access to and reach all the services of the portal. Denmark’s 

portal which is first in the E-government Index ranking has included only English. 

Citizens that cannot read or speak English, are not able to get the information that is on 

the website. 

Moreover, an audio assistant service is included in the portal. Citizens can listen 

to the whole pages of it or even some parts of the text that is included in them via an 

audio assistant application. The assistant provides high-quality audio. It is ideal for 

people with visual impairments. Most of the pages of the Australian portal have this 

audio feature. Many of the services of the Australian portal can be reached through 
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smartphones’ applications, as all of them are reachable via everyone’s smartphone 

because the Australian website is mobile-friendly. It is obvious that the Australian 

government has focused on accessibility when constructing its portal. In the E-

Government Index rankings, Australia was the fifth country of the one hundred and 

ninety-three countries in 2020. However, it was first in the Human Capital Index. It is 

possible that this is the result of the Australian Government focusing so much on 

accessibility. They have tried to make the website accessible to as many people as 

possible respecting many types of impairments. 

In June 2010 the Australian Government released the Web Accessibility National 

Transition Strategy (AGIMO, 2010). This document outlines the plan for the adoption 

and implementation of Web Content Accessibility Guidelines Version 2.0. 

Accessibility of all Australian websites is governed by the Australian Human Rights 

Commission. (Conway, 2011). All of the Australian E-Government websites are built 

based on the second version of Web Content Accessibility Guidelines. 

The search tool of the Australian portal gives the opportunity to the citizens to 

search for whatever they want, using a huge font. When the user clicks on the search 

bar of the website, before typing, it automatically generates some results. The third 

result is “Accessibility” and when he or she clicks on it, it provides useful information 

about this important element of usability. It is impressive that after giving details about 

how the portal wants to make the information accessible to more people, it gives a 

message that tells people to contact a specific department if they consider that some 

elements are not accessible. 
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2.5.Artificial Intelligence and E-Government’s usability 

 

Artificial Intelligence can be defined as the ability of a computer to imitate the 

intelligence of human behavior while improving its own performance. It has recently 

advanced the state-of-art results in an ever-growing number of domains. However, it 

still faces several challenges that hinder its deployment in the e-government 

applications–both for improving the e-government systems and the e-government-

citizens interactions. (Mushayt, 2019). 

Yet artificial intelligence can also support people with disabilities in their 

interaction with information technology. Applications such as Facebook’s “automatic 

alt-text” feature support people with visual disabilities to engage more equally on the 

world’s largest social media platforms. However this is only the beginning, then 

artificial intelligence promises to be a game changer in digital accessibility (Zahra et al, 

2018). With automatic alt-text, screen reader users can browse their Facebook News 

Feed and hear a machine-generated description of each image they encounter as alt-

text. The alt-text is constructed in the form of “Image may contain...”, followed by a 

list of objects recognized by the computer vision system. The major design decisions 

include the selection of object tags, the structure of information, and the integration of 

machine-generated descriptions with the existing Facebook photo experience (Wu et 

al, 2017). The alt-text function can easily be added to the E-government portals. The 

Australian portal that focuses much in accessibility maybe will be the first portal that 

will use the alt-text function. 

The impact from the ‘smartification’ of public services and the national 

infrastructure will be much more significant in comparison to any other sector given 

government's function and importance to every institution and individual. Potential 

GovTech systems include Chatbots and intelligent assistants for public engagement, 

Robo-advisors to support civil servants, real-time management of the national 

infrastructure using IoT and blockchain, automated compliance/regulation, public 

records securely stored in blockchain distributed ledgers, online judicial and dispute 

resolution systems, and laws/statutes encoded as blockchain smart contracts. 

Government is potentially the major ‘client’ and also ‘public champion’ for these new 

data technologies. (Engin & Treleaven, 2019) 
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Moreover, chatbots are highly connected with artificial Intelligence. They are used 

in many e-commerce websites. But they can also be used in the E-Government portals. 

Chatbots are available twenty-four hours per day and seven days per week and they can 

instantly answer all users’ requirements. According to European Commission (2019), 

public administrations can save a huge amount of resources by the decrease in user 

queries to human operators. Another big plus for utilizing this technology is making it 

easier for the elderly, the sick and the disabled people to have access to public services. 

Chatbots could lower the barriers to contact or ask public administrations for help. 

Chatbots will definitely make the portals more credible, findable, and accessible as 

more and more people will be able to find easily the service they want by simply asking 

how in a chatbox.  

Finally, many authentication methods are based on Artificial Intelligence. They 

help identify the security. With those methods, the user feels more secure when using 

the portal and the system becomes more trustworthy and credible. Without good 

authentication methods, users would not feel safe when using the E-government portal 

and they will not want to complete some “risky” processes. A variety of different 

authentication methods are based on image recognition such as fingerprint, facial 

recognition, and some are based on various human behavior such as keystroke 

dynamics and mouse movement, biometrics authentication. (Zhu & Al-Qaraghuli, 

2022) 

All of those tools are connected with Artificial Intelligence and definitely improve 

the user experience and especially the accessibility and credibility of the system. As we 

can imagine there are many ways that Artificial intelligence is connected with both E-

government and usability. 
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2.6.Related Studies 

 

Okunola and Rowley ( 2019) examined the User Experience of Nigeria’s E-

government portal and especially of its Immigration Service. The purpose of this paper 

was to identify key considerations influencing the adoption and use of e-government 

services by providing insights into users’ views of their experience of an e-government 

service in a developing country, the website of the Nigeria Immigration Service. 

Halaris et al. (2007) suggest the following criteria as often being used in the studies 

that they reviewed: service reliability, personalization, information/content, 

navigation/accessibility, security and system performance. Similarly, the features that 

researchers have identified as contributing to e-service quality are: site features, 

security, communication, reliability, customer support, responsiveness, information, 

accessibility, delivery and personalization. 

For the survey, an online questionnaire-based survey was conducted to capture 

perceptions of the user experience with the Nigeria Immigration Service website. 

Descriptive statistics for each of the factors that contribute to the user experience are 

reported and discussed. Okunola and Rowley (2019) conclude that there is strong 

evidence of concern in relation to the security of financial transactions, the use of 

personal data and trustworthiness, which is aggravated by inadequate user support. 

There is a lack of consensus regarding ease of use, website quality and content and 

information. 
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3. Methodology 
 

In the literature review, the Australian portal is described. It was chosen because 

of its rank in the E-Government Index ranking in 2020. The Australian government has 

proven that it has focused much on user experience and accessibility. Many articles 

describe the heightened awareness of the government of catering for the needs of people 

with impairments. Also, it is commonly believed that it has a very well-designed portal. 

Greece is also in a good place in the same rankings and it is included in the portals 

with a very high E-Government Development Index. Despite that fact, it would be 

interesting to investigate why our portal is in the forty- fourth place and what 

improvements in the user experience could be made. Some differences between the 

Greek and the Australian portal are obvious but it is important to research further the 

main reasons why our portal is not in the first ten places of the rankings. 

The current study conducts a mixed-methods analysis, by assessing the 

participants’ user experience bot quantitatively and qualitatively.  The research 

methodology is composed of 2 studies. In the first study (Study A), a questionnaire is 

constructed and sent to a sample of participants, to evaluate their perceived user 

experience items as regards the Greek e-government portal. In the second study (Study 

B) an observation methodology is conducted were a mockup is designed and shared to 

a sample of participants, who are then asked to evaluate their perceived user experience 

items. Study A was applied on 41 participants and study B was applied on 10 

participants. Study B complements Study A, since it helps to deeper understand the 

elements in website content and/or design that negatively affect user experience. Study 

B was made in order the real thoughts of the participants to be recorded instantly. With 

this study, participants have the opportunity to express their feelings and their reactions 

while interacting with the portal. Those two studies methods are described below and 

their results are also given in the next parts of the paper. The questionnaire was made 

in order to measure the answers of participants in questions that have to do with the 

elements of User Experience. The mockup site was made in order to see in real time 

how the participants react with the website, what are their observations about it and 

finally what they will answer in questions that have to do with the User Experience 

elements. 
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3.1.Study A-Questionnaire 

In order to carry out the research, at first an online questionnaire was created, using 

Google forms in order to measure the overall user experience in the Greek portal. 

Google forms do not require much effort throughout the process of completion by the 

participants. The questions of the questionnaire were made according to User 

Experience elements. Moreover, by using an online questionnaire, the processes of 

collecting data as well as analyzing it can occur much more conveniently and faster. 

The questionnaire was shared via Facebook and the ideal number of participants would 

be around fifty. It was completed by them anonymously. 

The presentation of the results can be accomplished using Microsoft Office Excel 

and SPSS statistics. More specifically, a Google form automatically provides some 

useful statistics charts and bars. The results of the data can be transformed in an Excel 

sheet, followed by a deep analysis on SPSS. Through the use of SPSS, I was able to run 

several tests that eventually led to the discovery of important findings. The online 

questionnaire was self-administered via the social networking platform Facebook. It 

can be seen below. The pictures are from its PDF edition. The online edition is given 

in the appendix part of the thesis. 

3.1.1. Measured variables and questionnaire 

The questionnaire was structured in a five-point Likert scale format, ranging from 

“strongly disagree” to “strongly agree”, including one questionnaire item per measured 

variable.  

The questionnaire consisted of eighteen questions, including demographics and 

three questions. There were four questions for demographics, eleven statements that 

described User Experience element and participants had to answer the level of 

agreement with the statement and finally three open-ended questions. The first open-

ended question asked the participants to provide elements that made their experience 

more difficult. In the second one, participants had to describe design elements that 

needed to be changed in the portal. Finally, in the last open-ended question, participants 

answered what they would change overall in the portal. 
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Summing up, the examined variables are the User experience elements. In the next 

part, the connection between the variables, the statements and the User Experience 

elements will be given. 

In Figure 1, there is the questionnaire that the participants had to complete. Also, 

table 1 depicts the structure of the questionnaire and also the elements that are being 

measured. Both of them show what the participants had to complete and the variables 

that the questionnaire tried to measure. The questionnaire questions were made 

according to surveys that were written by Hinderks et al. (2018) and Birkett(2016). 
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Figure 1: Original Questionnaire 
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− Table 1: Questionnaire structure and variables 

Structure Variable 

1) Demographics 

What is your gender? Gender 

What is your age? Age 

What is your education level? Education level 

What is your occupation? Occupation 

2) Linkert scale statements 

The website is simple to use Effectiveness 

I am able to complete a task quickly in the portal Efficiency 

It was easy to learn to use this system Learnability 

The portal gives error messages that clearly told 
me how to fix the problem 

Credibility 

It was easy to find information I needed  Findability 

The interface of the portal is pleasant Desirability  

I think that the portal was easy to use Usability 

Once you have done a process in the portal, it is 
easy to remember it next time 

Memorability 

Overall I am satisfied with the system Satisfaction 

I think that the portal is useful Usefulness 

In the portal there were some elements that made 
my experience more difficult 

Elements 

3) Open-Ended answers 

What were those elements? O.E.Q elements 

In the design of the portal, I would change the: O.E.Q desirability 

Overall, in the portal I would change the: O.E.Q overall changes 

 

3.1.2. Participants and Procedure 

The questionnaire was completed from a variety of people that live in Greece and 

have used the Greek portal at least once. The questionnaire was successfully completed 

by 41 participants. As it was described before, the questionnaire was shared from the 

social media platform of Facebook. The initial Facebook post was also shared by three 

people. 

In the following image the demographics of the participants are described. The people 

that answered the questionnaire were of different ages, genders, occupations and 

education level. 
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Figure 2: Demographics 

 

 

3.1.3. Data analysis 

After having the results of the questionnaire, an excel file is automatically 

produced via Google forms. By using the graph function of Microsoft excel, a better 

way of showing the results is being originated. Those results appear in the images 

below. 

After that, the Microsoft Excel file was imported in SPSS. From SPSS, the 

descriptive analytics of each variable were originated. For the deeper analysis, SPSS 

was used again. The first hypothesis included all the variables from the main section of 

the questionnaire and the aging groups. The aging groups are more than two and the 

variables were normally distributed. So, ANOVA analysis should be conducted. The 

second hypothesis included all the variables from the main section of the questionnaire 
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and the gender groups. The gender groups are two and the variables were normally 

distributed. So, t-test analysis should be done. In order to produce the table with the 

descriptive statistics, the ANOVA analysis and the t-test analysis in the SPSS statistics 

program, it was necessary some changes to be made. Firstly after importing the 

Microsoft Excel file, the Linkert scale variable had to be numeric and not strings as it 

was on the questionnaire. So by using the function “Compute variables into the same 

variable”, “Strongly disagree” became “1”, “Disagree” became “2”, “ Neither agree nor 

disagree” became “3”, “Agree” became “4” and finally “Strongly agree” became “5”. 

The descriptive statistics will give results from 1 to 5. In the SPSS statistics program 

the variable became numeric and ordinal so as to descriptive statistics to be made. 

Except for the last statement, in all the other statements the larger the mean the better 

for each element of User Experience. If the mean was 5, it would mean that all people 

strongly agreed with statement and if the mean was 1, they all disagreed. 

The analysis on the qualitative data was conducted by applying Thematic content 

analysis in which keywords were identified and matched with extracts from the 

qualitative data. These keywords related to user experience items mentioned by the 

participants; their frequency is not reported in this study due to the relatively small 

sample size (Dirin and Laine 2018). 
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3.2. Study B-Observation Research 
 

The second method that was used in order to conduct the research was the mockup 

observation research. At first, a website was made using Wix Website Editor. The 

website is similar to the official Greek Government’s portal. The participants will try 

to do the procedure of the authorization. After doing it, they will have to answer some 

questions in order to describe their experience. The questions will be answered verbally 

as we want all the thoughts of the participant to be expressed. This research is equally 

important to the questionnaire as real time results are provided. The mockup site is 

shown in Figure 3. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 3: Mockup website 

 

 

3.2.1. Measured variables and questionnaire 

Apart from the demographic questions, the questionnaire consisted of four open-

ended questions that the participants had to answer and the researcher had to take down 

their answers. The longer the participant would speak, the better for the research, 

because that means that the participant had many comments about the portal and its 

User Experience elements. The questions of the questionnaire and its variables are 

shown in Table 2. 
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− Table 2: Observation research questions and variables 

Question Variable 

What elements made your experience 

more difficult? 

Elements 

What would you change in the design of 

the website? 

Design 

Overall, what would you change in the 

portal? 

Overall changes 

 

3.2.2. Participants and procedure 

 

The questionnaire for the website mockup was answered by ten participants. The 

demographics of the participants are shown in the table below. The participants have 

also answered the questionnaire of the first study. The demographics of the participants 

are shown in the image below. It was a semi-structure interview with only open-ended 

questions and the procedure lasted around ten minutes for each participant. The case of 

the interview gave the participant the opportunity to express its feelings and thoughts 

about the website. 

The procedure of completing the questionnaire was realized via Microsoft Teams. 

The website was sent via the chat of Microsoft Teams. The participants after trying to 

do the authorization they had to answer the questions that appear in Table 20. Firstly 

the answers were written down manually from the researcher and then in the Microsoft 

Word file of the questionnaire.  

The questionnaire was chosen to be completed by a variety of people. People from 

all the ageing categories and from both genders answered it. After having the answers 

in the Microsoft Word file, it was essential for the thematic analysis to transfer them in 

a Microsoft Excel file. Afterwards, in this specific Microsoft Excel file and after having 

gathered all the answers, the thematic analysis will be completed. The demographic 

characteristics that people that answered the questionnaire had are in table 3 
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− Table 3: Demographics for Observation research 

Age Gender 

18-34 Male 

50-65 Female 

65+ Male 

18-34 Male 

18-34 Male 

18-34 Female 

50-65 Male 

65+ Female 

35-49 Female 

18-34 Male 

 

3.2.3. Data Analysis 

 

After having the Microsoft word file, the answers were transferred to a Microsoft 

Excel file. After having the Excel file, thematic analysis was conducted. Based on the 

thematic analysis procedure, the answers were translated into codes and then the codes 

could be divided into categories or else themes. The codes and the themes are a more 

organized way of having the answers of the participants. It is a more structured 

presentation of the results that shows how they can be divided into categories. 
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4. Results 

4.1.Study A-Questionnaire 

In the main section of the questionnaire, at first the participants had to answer if 

they strongly agree, agree, neither agree nor disagree, disagree or strongly disagree with 

eleven specific statements. All of the statements describe an important element of the 

user experience. Then they had to answer three open-ended questions. The results of 

those are represented in the figures and the tables below. The graphs and the tables were 

made with Microsoft Excel by using the Microsoft Excel file that the Google Forms 

automatically exports. In the next unit, interesting findings will be discussed, however 

some tables will show certain interesting results in this part too. Those tables were made 

using filters in the Microsoft Excel file. 

4.1.1. Descriptive Statistics 

In order to produce the table with the descriptive statistics in the SPSS statistics 

program, it was necessary some changes to be made. Firstly after importing the 

Microsoft Excel file, the Linkert scale variable had to be numeric and not strings as it 

was on the questionnaire. So by using the function “Compute variables into the same 

variable”, “Strongly disagree” became “1”, “Disagree” became “2”, “ Neither agree nor 

disagree” became “3”, “Agree” became “4” and finally “Strongly agree” became “5”. 

The descriptive statistics will give results from 1 to 5. In the SPSS statistics program 

the variable became numeric and ordinal so as to descriptive statistics to be made. 

Except for the last statement, in all the other statements the larger the mean the better 

for each element of User Experience. If the mean was 5, it would mean that all people 

strongly agreed with statement and if the mean was 1, they all disagreed. The 

descriptive statistics for all the main questions of the questionnaire are shown in table 

4. 
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− Table 4: Descriptive statistics   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

For all the statements the mean is above 3(Neither agree nor disagree). That means 

that the answers are closer to “Strongly Agree”. However there are some questions that 

their mean is smaller than others. So, this element of User Experience should be 

improved. 

 

 Descriptive Statistics    

 Variable N Minimum Maximum Mean Std. Deviation    

The website is simple to 

use 

Effectiveness 41 2 5 3,95 ,805    

I am able to complete a 

task quickly in the portal 

Efficiency 41 1 5 3,85 ,792    

It was easy to learn to use 

this system 

Learnability 41 2 5 3,88 ,714    

The portal gives error 

messages that clearly told 

me how to fix the problem 

Credibility 41 1 5 3,05 ,947    

It was easy to find 

information I needed 

Findability 41 2 5 3,49 ,810    

The interface of the portal 

is pleasant 

Desirability 41 2 5 3,46 ,897    

I think that the portal was 

easy to use 

Usable 41 2 5 3,90 ,700    

Once you have done a 

process in the portal, it is 

easy to remember it next 

time 

Memorability 41 2 5 3,85 ,727    

I think that the portal is 

useful 

Usefulness 41 2 5 4,27 ,672    

Overall I am satisfied with 

the system 

Satisfaction 41 2 5 3,95 ,705    

In the portal there were 

some elements that made 

my experience more 

difficult 

Elements 41 1 4 2,59 ,948    

Valid N (listwise)  41        
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The statements with the lower mean are the “The portal gives error messages that 

clearly told me how to fix the problem” (mean: 3,05), the “The interface of the portal 

is pleasant” (mean: 3,46) and the “It was easy to find information I needed”(mean: 

3,49). The first one measured the credibility, the second one the desirability, and the 

third one the findability. Those are the three elements that need to be improved in the 

Greek portal. 

The statements with the higher mean are the “I think that the portal is useful” 

(mean: 4,27), the “Overall I am satisfied with the system” (mean: 3,95) and the “The 

website is simple to use”. With those answers, we are able to conclude that the 

participants were overall satisfied with the portal and also that the website is useful and 

effective. In the following paragraphs the descriptive statistic charts for every measured 

item independently are provided. 

1) Effectiveness variable results 

 

 

 

 

 

 

 

 

 

Figure 4: Effectiveness results 

Most of the participants agreed with the statement “The website is simple to use”. 

Only three of them answered that they disagree. By using this statement in the 

questionnaire, the effectiveness of the Greek portal is tested. Some people that have the 

same demographic characteristic answered disagree. Despite the fact that in the next 
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unit of the dissertation, interesting findings will be discussed, some tables will show 

some interesting results in this part too. For example, we can see that the participants 

that disagreed with this sentence were mostly people that are more than sixty five years 

old.  

 

 

 

 

 

 

Figure 5: Ages that disagree with the statement “The website is simple to use” 

2) Efficiency variable results 

 

 

 

 

 

 

 

 

 

Figure 6: Efficiency results 

Two people disagreed with the statement “I am able to complete a task quickly” 
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is tested. That means that the Greek website is considered very efficient and that the 

citizens are able to complete their tasks rapidly. 

 

 

 

 

 

 

 

 

Figure 7: Ages that disagree and strongly disagree with the statement “I am able to 

complete a task quickly” 

 

The 66,7% of people that are older than 65 years old think that the portal is not 

efficient nor effective. It is obvious that older people will do some tasks slower and 

some negative answers show that people that are more than 65 years old are not so 

comfortable with the system. Maybe it is because older people are not used to 

applications and websites but this result may also mean that the portal could be more 

accessible to everyone.  

In the next unit of the dissertation, it would be interesting to investigate the 

correlation of age with some specific answers in order to see if older people have 

different answers from the younger ones. With this analysis we will also give answers 

regarding the accessibility of the Greek Government’s portal. Maybe, the website team 

should make changes in order for it to be accessible to people that are older than sixty-

five years old. 
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3) Learnability variable results 

Figure 8: Learnability results 

 

Most of the participants think that the Government’s website is learnable as 34 out 

of 41(82%) agreed and strongly agreed with the statement. The people that disagreed 

with this statement had different demographic characteristics.  

4) Credibility Variable results 

 

 

 

 

 

 

 

 

Figure 9: The portals gives error messages that clearly told me how to fix the problem 
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Despite the fact that many participants agreed with this statement, there is a large 

percentage (29%) that disagrees and strongly disagrees and also many people answered 

that they neither agree nor disagree (34%). It is very important for a website to give 

clear messages that describe the errors and their solutions. With this statement, the 

credibility of the portal is tested. 

 

 

 

 

 

 

 

Figure 10: Ages that disagree and strongly disagree with the statement “The portal gives 

error messages that clearly told me how to fix the problem” 

 

All of the people that are more than 65 years old think that the portal does not give 

error messages that can help them fix their problems. People need to know what their 

error in using the portal was and also how to fix it. That is how they get used to it and 

they learn from their mistakes. 

5) Findability variable results 

 

 

 

 

 

 

 

Figure 11: Findability results 
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Most of the people agreed and strongly agreed (63%) with the statement. But 

seven of them disagreed. This statement was made in order to measure the findability 

of the portal. Overall it is findable but there are some people that claim that it is not 

easy to find the information that someone needs. The ages of the people that think that 

the portal is not findable are described in the image. 

Figure 12: Ages that disagree with the statement “It was easy to find the information I 

needed” 

6) Desirability variable results 

 

 

 

 

 

 

 

 

 

 

Figure 13: Desirability results 
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For 24 out of 41 participants (58%) the portal was considered as pleasant. 

However, 20% of the people that answered the questionnaire disagreed with the 

statement “The interface of the portal is pleasant”. The aim of this statement was to 

measure the desirability of the portal. 

7) Usability results 

 

Figure 14: Usability results 

The 85% of the participants agree and strongly agree with the statement “I think that 

the portal is easy to use”. The usability is measured by this statement. It seems that the 

Greek Government portal is usable. 

 

 

 

 

 

 

 

Figure 15: Ages that disagree with the statement “I think that the portal is easy to use” 
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The 66,7 of people that are older than 65 years old think that the portal is not easy 

to use. For them the portal is not considered as usable. 

8) Memorability variable results 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 16: Memorability results 

 

Only 3 (7%) of the participants claim that it was not easy to remember a process 

in the portal that they had already done. So, in terms of memorability, the portal is good. 

 

9) Satisfaction Variable results 

This statement maybe is the most important of all as it measures the overall 

satisfaction of the portal. In the figure the results of the answers in the statement are 

depicted. This variable is very useful for the Greek Government. Even if all the other 

variables are good, if the overall satisfaction is low, changes should definitely be done. 
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Figure 17: Satisfaction results 

Only 2 (5%) of the participants disagreed with the statement. Most of them (83%) 

agreed and strongly agreed with it. So, it seems that overall the Greek citizens are 

satisfied with the Government’s portal. 

10) Useful variable results 

 

Figure 18: Usefulness results 

 

The 93% of the participants claim that the portal is useful. Only one person does not 

agree with the statement “I think that the portal is useful”. 
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11) Elements variable results 

 

 

 

 

 

 

 

 

 

Figure 19: Elements results 

This question was made in order to investigate whether there are some elements 

in the portal that make the user experience more difficult. In the next section with the 

open ended questions of the questionnaire, the participants were asked to describe those 

elements.  
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4.1.2. Open-ended questions 

For the open-ended questions, thematic analysis was conducted. In every question, 

the original answers are shown. Then the answers are transferred into codes and finally 

the codes became themes. The number of original answers, codes and themes of each 

question are shown in the tables below. 

OEQ1: What were the elements that made your experience more difficult? 

In this question, the participants had to answer what elements made their 

experience more difficult. It is obvious that many people answered “nothing”, but also 

there were many elements that bothered the participants. In the table, the other answers 

are included. 

− Table 5: Elements that made participant’s experience more difficult  

What were those elements 

 Much text 

 The design, some errors that didn't describe, too much information and text 

 Structure of the home page 

 Not enough information for some tasks 

 All it is not user friendly 

 That some of the elements that we call to handle are in wrong section 

 Not all elderly people have e-banking 

 Easy to navigate various sub-sections 

 I needed a tel number so a person would help me 

 The elements of doing the best way to find the thing that you were searching for 

 Too Many Links to have to click through to get to where I want to be 

 Confirmation procedure 

 Too much text 

 There were none such elements 

 Browser choice 

 Lack of organization 

Despite the fact that only 10 participants answered that there are some elements 

that made their experience difficult, in the open-ended questions there were sixteen 
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answers. After having collected the answers, for the sixteen answers, codes have to be 

made in order to split the answers into categories. However, from the above answers 

we can clearly see that the Greek portal is not perfect for all. 

− Table 6: Codes of the thematic analysis “Elements that made participant’s 

experience more difficult” 

Codes of the thematic analysis 

 Nothing 

 Design 

 Errors 

 Too much text 

 Home page structure 

 Not enough information for some tasks 

 Some elements in wrong section 

 Not all elderly people have e-banking 

 Tel number 

 Not easy to navigate some sections 

 Too many links 

 Confirmation procedure 

 Organisation 

 Browser choise 

After having the codes, themes need to be made in order to divide the codes into 

bigger categories. The themes can also be connected with some of the elements of User 

Experience. 

− Table 7: Themes “Elements that made participant’s experience more difficult” 

Themes 

 Design-Desirability 

 Errors-Credibility 

 Structure-Findability 

 Lack of Information in tasks-Efficiency 

 Accessibility 
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 Contact-Findability 

 Navigation 

 Confirmation procedure-Safety, efficiency 

As we can clearly see, the participants have mentioned some elements that are closely 

connected with the User Experience elements. As we can see from the above table the 

elements that the participants mentioned were connected with the desirability, the 

credibility, the findability, efficiency, the accessibility and the navigability.  

OEQ2:  In the design of the portal, I would change the: 

In this open ended question some participants also answered “nothing” but some others 

mentioned some very interesting elements in the design that maybe need to be changed. 

In the table all those proposals are described. Some of them did not mention a design 

problem but all the answers are included. It is very interesting to investigate what design 

elements could be changed in the portal in order for it to be more desirable.  

− Table 8: “In the design of the portal, I would change the:” answers 

In the design of the portal, I would change the: 

 Graphics  

 Colors 

 Too much text 

 Complexity of instructions 

 Graphics  

 More photos 

 All - it is not user friendly  

 The way the menu is structured 

 Nothing, I am completely satisfied  

 The places of some main elements   

 Colour  

 When clicking the gov.gr logo that directs me to the homepage  

 Make it easier to find the process of issuing official documents in the English 

language 

 Add a tel number for help 
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 Design of portal 

 Greek/English access/directions 

 Font  

 More colorful  

 Too much text 

 Better organization of the portal  

The above table can be transformed into codes. Those codes are in the next table. 

− Table 9: “In the design of the portal, I would change the:” codes 

Codes 

 Graphics 

 Colors 

 Text 

 Complexity of instructions 

 Photos addition 

 More user friendly 

 The menu Structure 

 Gov.gr to home page 

 Better organization 

The codes also can be concluded to the below themes. 

− Table 10: “In the design of the portal, I would change the:” themes 

Themes 

 Graphics 

 Colors 

 Text 

 Organization 

 Photos 

 User friendly 

 

In the design of the portal, two of the participants would change the graphics and 

other two would change the colors. Other answers had to do with the length of the text, 
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its organization, the addition of photographs and overall to be more user friendly. Many 

portals have chosen to have a lot of text and fewer pictures. The United kingdom’s 

portal that is minimal is considered one of the most desirable portals in the world. It has 

a lot of white space, despite the fact that it contains useful information. Greece’s portal 

is designed similarly to the United kingdom’s portal. 

OEQ3: Overall in the portal, I would change the: 

With this question the participants had to mention elements that they would 

change in the Greek Government’s website. In the table 11, all the answers were 

outlined. Then in the table 12, there are all the codes that result from the original 

answers. In the table 13, there are the themes from the codes. 

− Table 11: “Overall, in the portal I would change the:” answers 

Overall, in the portal I would change the: 

 The design  

 I would add contact form  

 Organization of the information, more images  

 Instructions to be more user friendly 

 More information  

 Error messages 

 Colors and the text 

 All,  it is not user friendly  

 Its structure  

 Add more services that make day to day life easier for the citizens  

 Connection of e-banking with the issuance of public documents 

 Personal username/password instead of taxisnet credentials would 

probably be more handy 

 I would add a tel number for help  

 Search engine  

 Maybe an improved appendix so as to find various services more easily  

 Confirmation procedure  

 The design 
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 Design 

 I would aim to add more and more applications in the portal, in order 

to facilitate the citizens. 

 It is clear and easy to familiarize oneself with 

 

− Table 12: “Overall, in the portal I would change the:” codes 

Codes 

 Design 

 Contact form 

 Organization of information 

 User friendly instructions 

 Error messages 

 More information 

 Colors 

 Text 

 Its structure 

 More services 

 Connections of e-banking 

 Personal username/password instead of taxisnet credentials would 

probably be more handy 

 Search engine  

 Improved appendix 

 

− Table 13: “Overall, in the portal I would change the:” themes 

Themes 

 Design 

 Organization of information 

 Error messages 

 Instructions 

 More services 
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 Credentials 

 Search engine 

 Appendix 

 

There are many elements that the participants would change in the portal. As it 

was also described in the previous question a lot of people mentioned elements that had 

to do with the design and the desirability of the portal. There were changes that had to 

do with the organization of the information. Some others mentioned the error messages 

as a problem that needs to be changed and also malfunctions in the instructions. Some 

participants asked for more services, a better search widget and an appendix part. Last 

but not least, a better personal credential connection is proposed because some people 

do not have e-banking and some people consider the procedure as difficult. 

In the above tables, there are many proposals for the Greek Government. They 

help understand what people think about the portal. Also, they give proposals for 

changes that need to be made to it. It is very interesting to understand what changes in 

the design or in the overall portal would make the User Experience better. Also, it is 

important to know what elements make it more difficult. 
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4.1.3. Correlations and significant differences 

 

In order to further understand the participants’ answers, deeper analysis is needed. 

It is very important to know what specific demographic categories are thinking about 

the Greek Government’s website. For the analysis, it is essential to know if there are 

differences among the age categories and the elements of the User Experience. Also if 

there are differences between the genders when measuring those elements. 

As it is inferred above, it would be interesting if the connection between the age 

category and the elements of the User Experience were deeper analysed. The H0 in this 

situation, is that there are no differences in the User Experience elements among the 

different ageing groups. Our first step was to conduct a normality test. The results of 

the normality test appear in Table 14. If the significance is higher than 0,05, the variable 

is not normally distributed, and non-parametric tests need to be made. Otherwise, we 

consider the variable as normally distributed and we do parametric tests. 

 

− Table 14: Normality test  

Tests of Normality 

 Kolmogorov-Smirnova Shapiro-Wilk 

Statistic df Sig. Statistic Df Sig. 

The website is simple to 

use 

,329 41 ,000 ,802 41 ,000 

I am able to complete a 

task quickly in the portal 

,403 41 ,000 ,701 41 ,000 

It was easy to learn to use 

this system 

,397 41 ,000 ,716 41 ,000 

The portal gives error 

messages that clearly told 

me how to fix the problem 

,208 41 ,000 ,887 41 ,001 

It was easy to find 

information I needed 

,371 41 ,000 ,742 41 ,000 

The interface of the portal 

is pleasant 

,310 41 ,000 ,827 41 ,000 

I think that the portal was 

easy to use 

,409 41 ,000 ,685 41 ,000 
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Once you have done a 

process in the portal, it is 

easy to remember it next 

time 

,385 41 ,000 ,743 41 ,000 

Overall I am satisfied 

with the system 

,357 41 ,000 ,768 41 ,000 

I think that the portal is 

useful 

,289 41 ,000 ,750 41 ,000 

In the portal there were 

some elements that made 

my experience more 

difficult 

,317 41 ,000 ,812 41 ,000 

 

The significance of all the variables is below 0,05, so all of them are following 

normal distribution. For conducting our Hypotheses, we are going to have parametric 

tests. In order to test the connection between the age category and the elements of the 

User Experience we are going to take the ANOVA test. The results of the test are shown 

in table 15. 
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− Table 15: ANOVA test 

 

ANOVA 

 Sum of 

Squares 

Df Mean Square F Sig. 

The website is simple to 

use 

Between Groups 6,129 3 2,043 3,823 ,018 

Within Groups 19,774 37 ,534   

Total 25,902 40    

I am able to complete a task 

quickly in the portal 

Between Groups 8,262 3 2,754 6,044 ,002 

Within Groups 16,860 37 ,456   

Total 25,122 40    

It was easy to learn to use 

this system 

Between Groups 1,348 3 ,449 ,873 ,464 

Within Groups 19,043 37 ,515   

Total 20,390 40    

It was easy to find 

information I needed 

Between Groups 2,981 3 ,994 1,581 ,210 

Within Groups 23,263 37 ,629   

Total 26,244 40    

The portal gives error 

messages that clearly told 

me how to fix the problem 

Between Groups 9,614 3 3,205 4,511 ,009 

Within Groups 26,288 37 ,710   

Total 35,902 40    

The interface of the portal is 

pleasant 

Between Groups 2,552 3 ,851 1,062 ,377 

Within Groups 29,643 37 ,801   

Total 32,195 40    

Once you have done a 

process in the portal, it is 

easy to remember it next 

time 

Between Groups 5,571 3 1,857 4,418 ,009 

Within Groups 15,551 37 ,420   

Total 21,122 40    

I think that the portal was 

easy to use 

Between Groups 5,472 3 1,824 4,773 ,007 

Within Groups 14,138 37 ,382   

Total 19,610 40    

Overall I am satisfied with 

the system 

Between Groups 4,860 3 1,620 3,985 ,015 

Within Groups 15,043 37 ,407   

Total 19,902 40    

I think that the portal is 

useful 

Between Groups 2,044 3 ,681 1,575 ,212 

Within Groups 16,004 37 ,433   

Total 18,049 40    

In the portal there were 

some elements that made 

my experience more 

difficult 

Between Groups 4,448 3 1,483 1,741 ,175 

Within Groups 31,503 37 ,851   

Total 35,951 40    
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From the above table we are able to say that for seven variables, we can reject the 

H0. So there are differences among the aging groups in their answers in the statements 

“The website is simple to use”, “I am able to complete a task quickly in the portal”, 

“The portal gives error messages that clearly told me how to fix the problem”, “Once 

you have done a process in the portal, it is easy to remember it next time”, “I think that 

the portal was easy to use” and “Overall I am satisfied with the system”. For the other 

variables we can accept the H0. In the next tables there are crosstabulation tables that 

show for the seven sentences that the H0 is rejected, what the differences are between 

the aging groups. Some of them were already shown in the data analysis unit.  

− Table 16: The website is simple to use * What is your age? Crosstabulation 

The website is simple to use * What is your age? Crosstabulation 

Count   

 What is your age? Total 

18-34 34-49 50-65 65+ 

The website is simple to 

use 

Agree 12 6 5 1 24 

Disagree 1 0 0 2 3 

Neither agree nor disagree 2 1 2 0 5 

Strongly Agree 4 0 5 0 9 

Total 19 7 12 3 41 

− Table 17: I am able to complete a task quickly in the portal * What is your age? 

Crosstabulation 

I am able to complete a task quickly in the portal * What is your age? Crosstabulation 

Count   

 What is your age? Total 

18-34 34-49 50-65 65+ 

I am able to complete a task 

quickly in the portal 

Agree 13 7 8 1 29 

Disagree 1 0 0 1 2 

Neither agree nor disagree 3 0 1 0 4 

Strongly Agree 2 0 3 0 5 

Strongly Disagree 0 0 0 1 1 

Total 19 7 12 3 41 
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− Table 18: I think that the portal was easy to use * What is your age? 

Crosstabulation 

I think that the portal was easy to use * What is your age? Crosstabulation 

Count   

 What is your age? Total 

18-34 34-49 50-65 65+ 

I think that the portal was 

easy to use 

Agree 15 6 8 1 30 

Disagree 1 0 0 2 3 

Neither agree nor disagree 1 1 1 0 3 

Strongly Agree 2 0 3 0 5 

Total 19 7 12 3 41 

− Table 19: Once you have done a process in the portal, it is easy to remember it 

next time  * What is your age? Crosstabulation 

Once you have done a process in the portal, it is easy to remember it next time  * What is your age? Crosstabulation 

Count   

 What is your age? Total 

18-34 34-49 50-65 65+ 

Once you have done a 

process in the portal, it is 

easy to remember it next 

time 

Agree 14 5 8 1 28 

Disagree 1 0 0 2 3 

Neither agree nor disagree 2 2 1 0 5 

Strongly Agree 2 0 3 0 5 

Total 19 7 12 3 41 

 

− Table 20: Overall I am satisfied with the system * What is your age? 

Crosstabulation 

Overall I am satisfied with the system * What is your age? Crosstabulation 

Count   

 What is your age? Total 

18-34 34-49 50-65 65+ 

Overall I am satisfied with 

the system 

Agree 13 5 8 1 27 

Disagree 1 0 0 1 2 

Neither agree nor disagree 2 2 0 1 5 

Strongly Agree 3 0 4 0 7 

Total 19 7 12 3 41 
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− Table 21: The portal gives error messages that clearly told me how to fix the 

problem * What is your age? Crosstabulation 

The portal gives error messages that clearly told me how to fix the problem * What is your age? Crosstabulation 

Count   

 What is your age? Total 

18-34 34-49 50-65 65+ 

The portal gives error 

messages that clearly told 

me how to fix the problem 

Agree 5 4 5 0 14 

Disagree 4 2 3 1 10 

Neither agree nor disagree 9 1 4 0 14 

Strongly Agree 1 0 0 0 1 

Strongly Disagree 0 0 0 2 2 

Total 19 7 12 3 41 

 

As was mentioned in the data analysis, people that are older than 65 years old are 

not so able to complete a task quickly in the portal and also they mostly disagree with 

the statement “The website is simple to use”. 

We can clearly see that people that are more than sixty five years old, have more 

difficulties when using the Greek Governments portal that the others. Changes should 

be done.  

In the next analysis, the connection between the two genders and the elements of 

the User Experience will further be discussed. The H0 in this situation, is that there are 

no differences in the User Experience elements between the two gender groups. The 

normality test was conducted previously. All the variables are normally distributed. 

For this analysis, t-test should be done. In the first table, there are the results of 

the t-test analysis. T-test was chosen because there were only two answers in the gender 

question. After that, the group statistics of the analysis are shown. The group statistics 

give us much information about the answers of the questionnaire. In the analysis, and 

for conducting t-test analysis, “Male” equals one and “Female” equals two. 
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− Table 22: T-test Analysis 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

As we can see, the sig(2-tailed) is higher than 0,05. So, we accept the H0 for all 

the variables despite the fact that in the next table we can find some differences in the 

answers of the participants. 

 

 

 

 
Levene's Test for Equality 

of Variances 

t-test for Equality of Means 

F Sig. t df Sig. (2-tailed) Std. Error 

Difference 

The website is simple 

to use 

Equal variances assumed 1,858 ,181 ,693 39 ,492 ,263 

Equal variances not assumed 
  

,733 34,373 ,469 ,248 

I am able to complete a 

task quickly in the 

portal 

Equal variances assumed ,003 ,957 ,079 39 ,938 ,260 

Equal variances not assumed 
  

,081 32,207 ,936 ,252 

It was easy to learn to 

use this system 

Equal variances assumed 4,342 ,044 1,296 39 ,203 ,230 

Equal variances not assumed 
  

1,496 38,995 ,143 ,199 

The portal gives error 

messages that clearly 

told me how to fix the 

problem 

Equal variances assumed 1,006 ,322 1,857 39 ,071 ,298 

Equal variances not assumed 
  

2,019 36,631 ,051 ,274 

It was easy to find 

information I needed 

Equal variances assumed 7,484 ,009 1,497 39 ,142 ,259 

Equal variances not assumed 
  

1,665 38,060 ,104 ,233 

The interface of the 

portal is pleasant 

Equal variances assumed ,105 ,748 ,736 39 ,466 ,293 

Equal variances not assumed 
  

,733 29,009 ,469 ,294 

I think that the portal 

was easy to use 

Equal variances assumed 1,359 ,251 ,673 39 ,505 ,229 

Equal variances not assumed 
  

,694 32,111 ,493 ,222 

Once you have done a 

process in the portal, it 

is easy to remember it 

next time 

Equal variances assumed 5,816 ,021 1,445 39 ,156 ,232 

Equal variances not assumed 
  

1,673 38,974 ,102 ,201 

Overall I am satisfied 

with the system 

Equal variances assumed ,485 ,490 ,792 39 ,433 ,230 

Equal variances not assumed 
  

,848 35,471 ,402 ,215 

I think that the portal is 

useful 

Equal variances assumed 1,368 ,249 ,466 39 ,644 ,220 

Equal variances not assumed 
  

,524 38,497 ,604 ,196 

In the portal there were 

some elements that 

made my experience 

more difficult 

Equal variances assumed 2,910 ,096 ,413 39 ,682 ,311 

Equal variances not assumed 
  

,385 23,720 ,704 ,333 
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− Table 23: Group Statistics 

Group Statistics 

 What is your Gender? N Mean Std. Deviation Std. Error 

Mean 

The website is simple to 

use 

1 15 4,07 ,704 ,182 

2 26 3,88 ,864 ,169 

I am able to complete a 

task quickly in the portal 

1 15 3,87 ,743 ,192 

2 26 3,85 ,834 ,164 

It was easy to learn to use 

this system 

1 15 4,07 ,458 ,118 

2 26 3,77 ,815 ,160 

The portal gives error 

messages that clearly told 

me how to fix the problem 

1 15 3,40 ,737 ,190 

2 26 2,85 1,008 ,198 

It was easy to find 

information I needed 

1 15 3,73 ,594 ,153 

2 26 3,35 ,892 ,175 

The interface of the portal 

is pleasant 

1 15 3,60 ,910 ,235 

2 26 3,38 ,898 ,176 

I think that the portal was 

easy to use 

1 15 4,00 ,655 ,169 

2 26 3,85 ,732 ,143 

Once you have done a 

process in the portal, it is 

easy to remember it next 

time 

1 15 4,07 ,458 ,118 

2 26 3,73 ,827 ,162 

Overall I am satisfied with 

the system 

1 15 4,07 ,594 ,153 

2 26 3,88 ,766 ,150 

I think that the portal is 

useful 

1 15 4,33 ,488 ,126 

2 26 4,23 ,765 ,150 

In the portal there were 

some elements that made 

my experience more 

difficult 

1 15 2,67 1,113 ,287 

2 26 2,54 ,859 ,169 

 

Despite the fact that from the t-test analysis there are no differences between the 

genders, in some statements we can clearly see that the two genders seem to have given 

different answers. 
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4.2. Study B-Observation Research 

Ten people answered the questionnaire after watching the mockup of the portal 

and after trying to complete the authorization process. Most of them found the process 

easy but also had to mention something in the portal that they wanted to be changed. 

With the observation and the verbal answers of the participants, it is easier for the 

researcher to assess the participants’ full impression of the portal.  

1) What elements made the procedure more difficult? 

The original answers of the participants for the question “What elements made the 

procedure more difficult” are shown in the tables below 

− Table 24: Elements-Original answers 

Elements 

 Its structure, I couldn’t find it among all the categories and the 

subcategories, I had to scroll and read one by one all the categories in 

order to find in which one the authorization is. 

 Nothing, the process was easy because it actually has three ways to 

complete it 

 Too many categories, I searched them one by one, it was really down in 

the page, the structure was not good, it is not clear in which category the 

authorization is 

 Very easy, nothing to change, in one minute, the procedure was done 

 Some main procedures like authorization should be shown in the first 

page  

 Less text and less categories, it was easy but not user friendly,  

 Nothing, it was very easy how to do the procedure 

 It should be easier to find it because people use it daily, there were many 

categories and then the "on-line files" was at the bottom of the page 

 I found three ways to do the process, it was very easy and simple. 

Nothing to mention 

 Nothing, it was very easy, nothing 

The participants’ answers can easily be translated in codes than can also be divided 

into specific themes. The codes and the themes that are concluded from the answers 
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about the elements that made the participants’ experience more difficult are in tables 25 

and 26. 

− Table 25: Observation research elements codes 

Codes 

 Its structure 

 I couldn’t find it among all the categories 

 Too many categories 

 Nothing 

 It should be in the first page 

 Less text 

 Was at the bottom of the page 

 

− Table 26: Observation research Elements themes 

Themes 

 Structure 

 Categories 

 First page widgets 

 Text 

 

There were many interesting answers from the participants but the elements that 

they mentioned could be divided in four main categories. People found difficulties with 

the structure, the categories, the first page widgets and the text of the Greek portal. The 

original answers can give the Greek Government highly useful insights for the 

improvement of the portal.  

The main problem that the participants faced was the number of the categories in 

the first page of the portal. They seemed to have a problem finding in which category 

the authorization is. The Greek portal has eleven main categories of services and a lot 

of sub-categories. The Australian has only six. However, structure, first page widgets 

and text were mentioned as well. The problem with the categories, the structure and the 

first page widget are connected with the findability of the portal. The answers that had 

to do with the text are connected with the desirability of the portal. 
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2) What would you change in the design of the website? 

In the next tables, the original answers of the participants are shown as well as 

their codes and their themes. 

− Table 27: Observation research design original answers 

Design 

 More organised, not all together 

 Maybe the color 

 Bigger font and more organised text. The colors could be lighter in order 

to remind us of the Greek flag 

 Maybe it would be better if the site was more minimal and it did not 

contain so much text 

 Nothing, it is well designed 

 It is very basic, it reminds me of old websites that did not contain any 

pictures and icons 

 Nothing, it contains whatever the citizen wants 

 I couldn’t see the search bar and the top menu 

 I would make it more colorful and desirable 

 Nothing, it is good and formal 

 

− Table 28: Observation research design codes 

Codes 

 Not all together 

 Colors 

 Bigger font 

 More organized text 

 Nothing 

 Pictures and icons 
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− Table 29: Observation research design themes 

Themes 

 Organization of information 

 Colors 

 Fonts 

 Text 

 Nothing 

 Pictures and icons 

 

The answers of this question in the observation are similar to the answers of the 

first questionnaire. Colors, fonts, text, pictures and icons are some elements that 

participants think that should change in the design of the portal. As it has already been 

mentioned the Greek Government should focus on those elements. Many people think 

that the portal needs improvements on those. 

3) Overall what would you change in the portal? 

Overall, participants mentioned many changes that should be made in the portal 

that are shown in table 30. Both the codes of them and their themes are in table 31 and 

32.  

− Table 30: Observation research original answers of overall changes 

Overall Changes 

 I would change the structure, I would make it more user friendly, people 

should find easily what they want in the portal 

 It was good overall 

 It was difficult for me to find the authorization, the categories' names 

were not helpful at all 

 I would not change anything 

 Those processes should be done in a minute, the portal is not organized 

well 

 I would add pictures instead of so much text  
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 Nothing 

 I would make it easier for the user to navigate and learn how to use it  

 Nothing, it is very good 

 I think that I wouldn’t change anything 

 

− Table 31: Observation research codes of overall changes 

Codes 

 Structure 

 Nothing 

 Categories names 

 Pictures 

 Easier to navigate 

 Easier to learn 

− Table 32: Observation research themes of overall changes 

Themes 

 Structure 

 Nothing 

 Categories 

 Pictures 

 Navigability 

 Learnability 

 

Overall, participants would change the structure, the categories, the pictures, the 

navigability and the learnability of the portal. So, with their answers, they mentioned 

some of the User Experience elements. Those elements were the desirability, the 

learnability, the findability and the navigability   

 

 

 



 

68 

5. Discussion 

Participants, that were all Greek citizens, helped a lot with their answers in order 

for us to be able to conclude to meaningful results and finally answer all of our initial 

research objectives. By attending to the two studies, they gave us useful insights about 

their perceived User Experience items when interacting with the Greek portal, the 

website elements that affect the users’ perceived User Experience items and the 

significant differences in perceived User Experience items among different groups of 

users according to their age and gender. 

In the Greek portal, there are some elements of User Experience that need to be 

changed. Credibility, desirability and findability are some of those elements that the 

first part of the initial first study shows that lack consideration from the Greek 

Government. On the other hand, most of the participants think that the portal is very 

useful and effective. The Greek Government should focus on the improvement of the 

three neglected elements of User Experience.  

From the open-ended questions of the first and the second research, also other 

elements that need to be changed are mentioned. Desirability, credibility, findability, 

efficiency, accessibility are factors that made the user journey more difficult and overall 

the participants need to be considered by the Government. 

The design and the desirability are important aspects of User Experience that 

needed further discussion. So, after asking the participants what they would change in 

the design of the portal, a lot of answers occurred. Graphics, colors, text, organization, 

photos and User Friendliness are some of the themes that the Greek government should 

consider in order to make the website more desirable. From the Linkert scale statements 

and the open-ended questions, many proposals to the Greek Government are shown. 

There are many elements that the participants would change in the portal in order for 

their journey to become easier.  

The results of the ANOVA test show that older people answered differently from 

other age groups. They showed less satisfaction than others in User Experience 

elements. They seemed to come across more difficulties during their experience with 

the system and also to be more disappointed with it. So, Greek government should focus 

on accessibility as well. People older than sixty-five years old may think that the 
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website is not so accessible to them. The Greek Government could see how Australia 

handles accessibility. A description of the accessibility in the Australian portal is given 

in the Literature Review part of the dissertation. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

70 

6. Conclusion 

All of the initial research objectives were answered in the Results part of the 

dissertation by the questionnaire research and the observation research. Overall, from 

the research part, many useful conclusions were drawn. Participants contributed much 

in the creation of interesting findings and comments about the Greek portal. Without 

knowing it, they gave the Greek Government useful feedback for its website’s User 

Experience. 

In the future it would be interesting if a new better mockup of the Government’s 

portal was created with all the necessary changes. It will be very useful for the Greek 

government to investigate if with these changes, people will adapt more to the website 

and be more satisfied with the system. In order for this system to be launched, many 

A/B tests should be done for many parts of each page of the portal. With this research 

method, a new portal with high User Experience would be launched. 

With this research, the elements of User Experience that the Greek portal lacks are 

shown. The research can help the Greek Government to focus on those elements and 

make the necessary changes in order for it to be more user friendly and improve its User 

Experience. 

 It can watch how other countries like Estonia, Australia and Denmark handle 

those elements and change some parts of the portal. For example, Australia has a very 

accessible portal that can be easily a lead for other countries to build their own portals. 

Despite the fact that every country is different, they can all observe good practices of 

websites and E-Government portals in order to improve their services because citizens 

should be satisfied with them. 

In comparison to the evaluation of the Nigeria’s Government portal, Greek 

citizens did not mention that the security of Greek portal needs to be concerned. Also, 

Nigeria’s citizens answered that their portal should be easier to use. Easiness when 

using an E-Government portal is a very important element of User Experience and of 

user satisfaction. In Greece very few people think that the portal is not easy to use. The 

researchers in the study of the Nigerian portal used similar but not exactly the same 

variables in order to measure the User Experience. It is obvious that citizens in each 
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country will focus on different problems and User Experience elements, and it is 

important for the Governments to solve those problems.  

In conclusion, Greece has a very good portal. Overall the citizens seem to be 

satisfied with it. If some changes occur in accessibility, findability, in credibility and 

desirability, the portal will be much better. If the problems that many people mentioned 

in the questionnaires, and had to do with the length of the text and the overall 

organization of the portal, be solved, the User Experience will rapidly be improved.  
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