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My involvement with Usability 
started with this book…
.. It stated that people often accuse themselves when objects (including software)  fail to work as they should. 
But this is not the user’s fault. It is usually a design problem.
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World Usability Day 2008 …… in Greece

2008        2009      2010      2011      2012       2013
Ευχρηστία στις              Σχεδιάζοντας για ένα    Επικοινωνώντας στην    Σχεδιάζοντας για             Οικονομικά           Συστήματα 

Μεταφορές                        Βιώσιμο Κόσμο          Ψηφιακή Εποχή          Κοινωνική Αλλαγή             Συστήματα        Υγείας
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During these years ………

…an avalanche of new applications have been 
introduced which affect the everyday lives for 
millions of users.

Some are good…

Some are bad…

Some are very bad !!!
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 I belong to a large group of people who support the idea that Usability 
is the quintessence of Informatics. This is because the purpose of 
Informatics, like the purpose of any man-made tool is to help humans 
make their life easier, better and more productive.

 I also belong to a smaller group of people who believe that Usability is 
not being used enough to make information products easier to use. 
This is because developers either do not care enough about the 
prospective users, or they ignore the basic laws of Usability.
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Lack of Usability in information products sold on the market 
results in the misuse of these products and eventually to 
their failure. 
But for info products which monopolize certain domains of 
human activity, the result has significant implications: 

Loss of Productivity is of paramount importance. 
Also, people become frustrated, they lose their temper, they 
become rude, they lose faith that technology will help them 
improve their lives. 
There are more consequences: Waste of precious
time, waste of paper, waste of energy. 
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Usability costs
 For these reasons I find myself repeating for years the necessity of 

usability. I need to repeat that the techniques of Usability are easy 
to learn, but difficult to apply. Why? Mainly because they take time 
and effort, i.e. they cost.

 But is cost the only obstacle? 
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Usability is neglected  

In many cases the software developers 
exhibit a lack of User Empathy, which means 
that developers either do not understand 
User’s needs or, worse, they choose to ignore 
them. 

https://www.nngroup.com/articles/sympathy-vs-empathy-ux/
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Empathy = the capacity to place 
oneself in another's position.
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UX maturity: the unknown factor

UX maturity measures an organization’s desire 
and ability to successfully deliver user-centered 
designs.
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UX maturity in Greece: ???
The UX-maturity model provides a framework to assess each organization’s UX-
related strengths and weaknesses. So far, we do not know how many companies 
use this model to assess their capabilities and improve their performance in the 
UX field.
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Is Usability a “luxury”?
We are not interested about Usability of gadgets here. After all, if a gadget 
does not embed enough Usability, it will fail on the market, obeying to the market 
law of product survival. 

We are interested about applications which have a national character, i.e., 
platforms or applications like :

gov.gr, 

Taxisnet, 

Ktimatologio, 

Banking apps, 

Travelling apps like the Metro Ticketing Machines, Parking Machines, etc.
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Examples: Ktimatologio(Real Estate app)
frustration level:8/10

In Ktimatologio, the most time consuming is the effort to find and display the so 
called “temporary” map of your property. The link supplied by gov.gr  does not 
lead to the right page.
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Banks frustration level:10/10

 I have been trying for the past 4 days to issue an e-paravolo, but it’s 
impossible.

 The web form gives me constantly a “System error” . I’m trying to get in 
touch with the Bank’s Support team, but it’s always busy.
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Taxisnet: frustration level:10/10

 The printout for “VAT Periodic Declaration” is downloaded with an extension 
“HTM” which is difficult for other users to read.
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e-randez-vouz: (Health appointment)
frustration level:10/10

 I know the place where I live, but I don’t know if the doctor I need works in 
an organization abbreviated as: ΚΥ / ΠΕΔΥ / ΤΙ / ΠΙ /TOMY / ΠΠΙ / ΕΠΙ

 My primary requirement is to see a doctor “pathologist” for example. If I 
make a mistake in the choice of the organization, an ERROR will appear, 
saying: “There are no appointments for these dates”)
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Gov.gr frustration level:3/10 

“System error. if the error persists, call the administrator”. Who and Where ?
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In many apps: frustration level:3/10

One might think that computers in 2021 cannot perform string trimming !! 
Even 1st grade kids can program this!!!
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Don’t Make me Think!
Usability applies not only in software:

This label points to “Athens” which is the final destination of “Mesogeion Avenue”. 
The correct label is “ Kato Chalandri”, which is the suburb next to the station.
It affects many people.
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Metro Tickets: frustration level:9/10
 Recently, I had to buy a REDUCED Metro Ticket (for Senior Citizens) for the 

Airport, in a station without personnel. I tried a few times, but I could not 
find this choice on the vending machine. So, I bought a FULL ticket. 

 Days later, I Googled for this information, but I found nothing relevant. So,  I 
called the Transport Authority, but their center was DOWN for hours. I kept 
searching and finally the information I got is this: Go to a vending machine,  
add money to your “Electronic Wallet” . Enter the station as usual. The value 
will be subtracted at the EXIT! 
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3rd Vaccination: Time lost= 15 mins

This form does not include my case. I have lost more than 15 minutes searching 
within the application! No info!
I tried Google. But all I got was instructions from various newspapers. All of 
them copy the same info and none gives the proper information. 

Tasos Makris, HCIGreece 2021 2126/11/2021



3rd Vaccination: Time lost= 15 mins

Then I remembered this 
wise T-shirt, and I asked my 
wife.

My wife said: you can be 
vaccinated six months after 
your 2nd vaccination.

True, but why is this info not 
displayed by gov.gr?
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Memorability frustration level:3/10

 A telephone number should be displayed in a way to make it memorable

 eg: 210-99 77 900

 Especially this number where the owner paid extra, to make it memorable.
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“Active-User-Paradox”,

 Examples like this, are unacceptable cases. How is this 
possible?

 We might think that users do not complain by this mal-
treatment from the designers. And you are right! 

 Users do not react usually. They are in apathy! There is a 
phenomenon called “Active-User-Paradox”, which states 
that users accept the software as-is and they don’t look 
for improvements or new features.
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Closing Remarks:
I would suggest:

• Users must become more demanding.

• Programmers must try to feel how Users think & 
feel.

• Developers must use Usability tests, which reveal 
most of the design faults.
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Thank you!

Ευχαριστώ !
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