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User experience design for citizens

Government

systems have the . s
largest user base . *UéABILITY 1{\]
of any technology: : GOVERNMENT
everyone | SYSTEMS

User Experience Design for
and Public Sn.r

Buie E. and Murray D.
(2012) Elsevier, USA
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Aelktnc Yndloknc avamtuéng

The Digital Economy
and Society Index
(DESI)

https://ec.europa.eu/digital-agenda/en/desi



O Aeiktnc Wndraknc Okovouiac Kot
Kowwvtiac ( DESI) 2015

I 1 Connectivity ' 2 Human Capital =~ 3 Use of Internet M 4 Integration of Digital Technology 5 Digital Public Services

https://ec.europa.eu/digital-agenda/en/desi



ATtO tTnVv €kBeon 2015

«Slow performers : The Czech

Republic, Latvia, Slovenia, Hungary,
Slovakia, Cyprus, Poland, Croatia, Italy,
Greece, Bulgaria and Romania are the slow
performing countries.

They need to step up their performance in
a number of areas and catch up with the
rest of the EU.»

https://ec.europa.eu/digital-agenda
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ATt tnVv €kBeon tou 2015 yia tnv
EAAaOQ Kol TO ONUOCLO TOUEQ:

...Digital Public Services is the dimension
where Greece has improved the most
compared to the previous year.

With a score of 0.35, Greece climbed the
ranking from 27t last year to 21st this year.
However, Greece performs worse than the

EU average in most of the digital public
services indicators.

https://ec.europa.eu/digital-agenda/greece



Katataén wc mpocg to dsiktn Digital
Public Services (2014-2015)

Digital Greece Cluster EU
Public rank score score score
Services
DESI 2015 21 0.35 0.34 0.47
DESI 2014 27 0.27 0.33 0.45

(DESI 2015 is based on information of 2014, etc.)
Arnotuntwvetal tpoodoc kata to 2014 evavtt tou 2013

https://ec.europa.eu/digital-agenda/greece



[evIKO OoXOALO yia tnv EAAadQ
(DAE, exkBeon 2015)

Greece faces a key challenge in online
public services. Its indicator scores
place it among the last in the EU and
show that the level of sophistication of
its services needs to improve
significantly.

https://ec.europa.eu/digital-agenda/greece



EUxpnotec dnuootec PnPpLlokeEC UMNPECLEC

1) making the experience familiar: sites have to
conform to evolving web norms;

2) understanding citizens: websites should be
organized around citizens’ needs

3) practicing appropriate consistency: citizens have
to feel they were in an integrated place when
they left home base

4) testing and evaluating website designs: usability
can be reached only if the website prototypes
designs are evaluated from the early stages of
the software lifecycle.

Gill, K. Usability of Public Web Sites. In Usability in Government Systemes,
edited by Buie E. and Murray D. Elsevier, USA, 2012, pp. 21-40.



Nwc va cupBaiouvpe otn BeAtiwon
QUTNC TNC KATAOTOONC;

- AtayvwoTtikn mapepfaon (LETpnoN
EUXPNOTLOC KOl KATOYYEALEC KOLKWV
noPadELYHATWV)

- O@eoukn napepBaon otn dtadikaocia
(mpodlaypadec SLaywviopwyv)



Call for tender (6nuootot Stoywvicpotl)

> LEAETN SLAYWVLIOUWV EPYWV TOU
dnuoaciovu nou ekavav ot Mastrangelo et al.
(2015) amo 44 dtaywviopouc ot 3 (7%)
LLOVO ELXOLV CUYKEKPLUEVEC ATIOLTAOELC VIO
Xpnoto-keviplkn oxedloon, 29 (66%)
VEVIKEC amoutnoelc kot 12 ( 27%) kaBoAou
QTTOLLTAOELC

S.Mastrangelo et al. (2016). Guidelines to Specify HCD Activities in the Call for Tender for
Public Administration Websites, Interact Adj. Proceedings, Bamberg, September 2015



MNapadelypa amatnoswy

The web team will run at least two usability
tests throughout the designh and development
process of the new site (to create a short list of
the most serious problems and a commitment
to fixing them before the next round of testing).
A specific usability testing plan (with details
on number of participants in each round,
who we test with, where/when we test, who
watches, reporting, etc.) will be released before
the beginning of the design process

S.Mastrangelo et al. (2016). Guidelines to Specify HCD Activities in the Call for Tender for
Public Administration Websites, Interact Adj. Proceedings, Bamberg, September 2015



Aloywviopot: emtthoyn ovadoyou

Qualification phase - it requires tenderers to demonstrate
previous experience and/or expertise in HCD (e.g., the company
has employees that are expert in usability, or company has
evaluated their own products previously).

Selection phase - a bonus is assigned (in terms of points during
evaluation of response to a CfT) to companies whose software
development lifecycle is based on an HCD approach.

System requirement phase - HCD specific requirements are
included within the technical specification documents that the
contractor must fulfill. Even more specific would be usability
measures as part of a customer acceptance test.

Jokela, T. and Buie, E. Getting UX into the Contract. In Usability in Government
Systems, edited by Buie E. and Murray D. Elsevier, USA, 2012, pp. 251-265.



TuTtitkeC dpaotnploTnTeEC avadoyou

User requirements analysis
Usability and/or UX monitoring
Navigational scheme test
Usability/UX test



Activity Basic requirements Medium Advanced

requirements requirements
User Questionnaires Personas Personas
requirements Interviews Scenarios Scenarios
analysis

Usability and/or

Online questionnaire

Online questionnaire

scheme test

reverse card-sorting

UX monitoring for monitoring for monitoring UX
usability
Navigational Card sorting or Card sorting or reverse

card-sorting

Usabiliny/UX test

At least 2 formative test
involving 5 users for 6
tasks

Questionnaires for
assessing the perceived
UX

At least 2 formative
test involving 5
users for 8 tasks
Questionnaires for
assessing the
perceived UX

At least 2 formative
test involving 5 users
for 8 tasks
Questionnaires for
assessing the perceived
UX

Summative test
involving at least 15
users

S.Mastrangelo et al. (2016). Guidelines to Specify HCD Activities in the Call for Tender for Public Administration Websites, Interact Adj.
Proceedings, Bamberg, September 2015




METPNON TOU OLKOVOULKOU O0pEAOUC

Social return on investment (SROI) is a
principles-based method for measuring
extra-financial value (i.e., environmental
and social value not currently reflected in
conventional financial accounts) relative
to resources invested.



H Mpotaon

Na cvotaBei pada epyaocioc tnc EAANVIKNAC
Kowotntac (yia mapadeLlypa oto mAaioLlo Tou
SIGCHI) pe B€po mPAKTLIKEC EVUXPNOTLOC KOl
geUTELplOC XpoTn o€ dnuooLa Epya
nANpodopLkNC Kot ONUOOLEC PNPLAKEC
UTTNPEOCLEC.

- @eoulkn apepPaon, kown opada epyaoiog
e Qopeic onwce n NMMZ, Ymoupyeio Anpootog
Alolknong, KATT, TPOTACELC.

- NapatnpentNpLo KOAWV/KOKWV TIPOKTLKWV



EUYOPLOTW

hci.ece.upatras.gr/avouris



