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This thesis investigates the usability and mobile responsiveness of Finnish citizen online
services, focusing on three platforms: Suomi.fi, Omavero, and Omakanta. Study includes a
comparative analysis of desktop and mobile interfaces for these services. A heuristic
usability evaluation and mobile responsiveness assessment were conducted to analyse the
differences and similarities between the desktop and mobile versions of the selected
services.

The research revealed several usability issues in both mobile and desktop versions.
However mobile platforms displaying more significant challenges than their desktop
interfaces. These included small text size, subpar layout adaptation, and inconsistent
interactive elements, all of which made up the user experience. Desktop versions, although
generally were made better with established usability principles, still showed some issues
in terms of consistency.

The findings reveal the need for improved mobile design, particularly in terms of
readability, navigation, as well as in interaction optimization. Recommendations are
provided to enhance both the mobile and desktop versions of these services to ensure a
more seamless and consistent user experience across platforms.

This study contributes to the ongoing improvement of digital public services in Finland by
offering insights into the usability and responsiveness of public service in the context of
evolving mobile usage trends.
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Tama opinnaytetyd tutkii suomalaisien kansalaispalveluiden kdytettavyytta ja
mobiiliresponsiivisuutta keskittyen kolmeen alustaan: Suomi.fi, Omavero ja Omakanta.
Tutkimukseen sisaltyy vertailuanalyysi naiden palveluiden tyopoyta- ja
mobiilikayttoliittymien valilla. Kéytettavyyden heuristinen arviointi ja
mobiiliresponsiivisuuden arviointi suoritettiin analysoimaan eroja ja samankaltaisuuksia
valittujen palveluiden ty6pdyta- ja mobiiliversioiden valilla.

Tutkimuksessa paljastui useita kdytettavyysongelmia sek& mobiili- ettd tyépoytaversioissa,
mutta mobiilialustat osoittivat merkittdvampié haasteita kuin tyopoytéaversiot. N&ihin
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Havainnot korostavat mobiilisuunnittelun parantamisen tarvetta erityisesti luettavuuden,
navigoinnin ja vuorovaikutuksen optimoinnin suhteen. Suosituksia esitetddn seka mobiili-
ettd tyopoytaversioiden parantamiseksi, jotta varmistetaan saumattomampi ja yhtendisempi
kayttajakokemus eri alustoilla.



Tama tutkimus tukee suomalaisien julkisten digitaalisten palveluiden jatkuvaa kehittamista
tarjoamalla ndkemyksié palveluiden kaytettavyydestd ja responsiivisuudesta mobiilik&yton
trendien muuttuessa.
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1 Introduction

This paper takes a look at the user-friendliness and mobile flexibility of Finnish personal
web services, with a focus on Suomi.fi, Omavero, and Omakanta. As digital transformation
changes public management systems, it's important that these platforms are navigable on
both computers as well as handheld devices. With more people in this decade using
smartphones for their daily activities than ever before - an evolution affecting how citizens
connect with government resources - it becomes paramount that our evaluation scales
measure up these internet portals' ease-of-use (usability) as well as adaptiveness across
various screens (responsiveness). These factors are important in keeping fair access to
civic utilities as well as boosting users' positive responses and ensuring the effectiveness of

e-governance. (Johnson, 2021)

Previous studies have shown the importance of usability in digital services, showing how
user-friendly interfaces lead to a higher engagement rate and satisfaction.

Mobile responsiveness plays a big role in the effectiveness of digital services, with studies
showing that flexible interfaces boost both accessibility and usability across varying
devices. Dip into some specifics relating to Finnish online platforms, you find there are
areas for improvement identified along issues concerning ease-of-use - yet these rarely
zero in on side-by-side comparisons between desktop and mobile user experiences.

Interesting as it is useful, current research materials leave a bit unfulfilled; missing pieces
around comparing experiences using different device types when interacting with these
web service portals. In bridging over this gap within previous study approaches taken
before us - firstly by thoroughly looking through heuristic usability evaluation, assessing
overall UX (user experience), closely followed by matching up things from an aspect

involving just how responsive Suomi.fi/ Omavero /Omakanta websites are.



The main goals of this research are to:

Run a heuristic usability evaluation of the desktop and mobile versions of Suomi.fi,

Omavero, and Omakanta.

Inspect the mobile responsiveness of these services, identifying any discrepancies between

the mobile and desktop experiences.

Make proposals for improving the usability and mobile responsiveness of these services

based on the findings of the evaluation.

The research addresses the following questions:

How do the usability and mobile responsiveness of Suomi.fi, Omavero, and Omakanta

compare between their desktop and mobile versions?
What usability issues are unique to mobile or desktop versions?

How can these services be improved to provide a more consistent and user-friendly

experience across all devices?

The study focuses on the key functionalities of Suomi.fi, Omavero, and Omakanta. The
heuristic evaluation is based on established principles, but the subjective nature of these
evaluations is a limitation. The research does not cover all functionalities of the services,
concentrating instead on representative tasks and features. User feedback is considered
within the evaluation's methodological constraints, potentially overlooking some user
experiences and perspectives. Lack of user experience data doesn’t allow to measure the

user experience described in (Tullis and Albert, 2013).

Structure of this thesis:

Literature Review: An overview of existing research and theory related to usability,

heuristic evaluation, and mobile responsiveness.

User Interface (Ul) and User Experience (UX) in General: An introduction to the main

concepts of Ul and UX, and their importance in digital design.
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Methodology: A detailed description of the heuristic evaluation process, criteria for

assessment, and the comparative framework that is used in this study.

Heuristic Usability Evaluation: Presentation and analysis of the findings from the usability

evaluation of both mobile as well as desktop interfaces.

Mobile Responsiveness Analysis: Assessment and comparison of the mobile

responsiveness of the selected services.

Results and Discussion: Summary of main findings, discussion of differences and
similarities between mobile and desktop interfaces, and conclusions for future

development.

Recommendations: Practical recommendations for enhancing usability and mobile

responsiveness based on the results.

Conclusion: Recap of the study objectives and findings, and suggestions for future research

directions.

By addressing these elements, this study aims to contribute to the ongoing improvement of
digital public services in Finland, ensuring they meet the evolving needs and expectations
of citizens in the 2020s.

2 Literature Review

2.1 Overview

This chapter gives an overview of existing research and theory related to usability, heuristic
evaluation, and mobile responsiveness. The literature review sets the foundation for
understanding the main principles and methodologies that are used in this study and shows

the current state of knowledge in the field of digital public services.
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2.2 Usability Principles

Usability is an important factor in the success of any digital service. According to Jakob
Nielsen (Chew, Conference on Human Factors in Computing Systems, and Computer and

Human Interaction Conference, 1992), usability is defined by five key attributes:

Ability to learn: How easy it is for users to complete basic tasks the first time they encounter
the design.

Efficiency: How quickly users can perform tasks once they have learned the design.

Ability to memorise: How easily users can reestablish proficiency after a period of not using

the design.

Errors: The number and severity of errors users make, and how easily they can recover from

them.
Design satisfaction: How nice the design is for the user.

These principles form the basis for heuristic evaluations, which are used to identify usability

issues in digital services.

2.3 Heuristic Evaluation

Heuristic evaluation is a usability inspection method developed by Nielsen and Molich that
involves evaluators examining the interface and judging its compliance with recognized
usability principles (the "heuristics™). This method is particularly useful because it is
relatively quick and inexpensive while providing significant insights into potential usability
problems.

Key heuristics often used in evaluations include:
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System status visibility: Status of the system should always be visible to users. The system

should always let users know what's going on.

Correspondence between the system and the real world: System should use words, phrases,
and ideas that people are familiar with.

Freedom and control for the user: People often misclick by accident, so there needs to be a

clear exit to get them to system’s previous state.

Standards and consistency: People using the site shouldn't have to guess if different words,

actions, or events mean the same thing.

Error prevention: It's better to have well-thought-out design that stops problems before they

happen than to have good error messages.

Recognition rather than recall: Make objects, actions, and options obvious to the user to

decrease their information load.

Efficiency of use: Elements should be easy to understand and comprehend for new and

experienced users.

Minimalist and aesthetic design: Design should not distract the user from the features of the
website.

Assist users in the identification, diagnosis, and recovery of errors: Error messages should
be written in clear language that makes it easy for users to understand what went wrong and
how to fix it.

Help and documentation: Even though it is better if the system can be used without

documentation, it should be necessary to provide documentation in case it is needed.

2.4 Mobile Responsiveness

Mobile responsiveness is utilized in the design and development of digital services to deliver
optimal viewing and interaction experiences across a wide range of devices, from desktop
computers to smartphones. According to (Marcotte, 2014), responsive web design uses
flexible grids, pictures, and media queries to adapt the layout to the viewing environment.

Below are important components of mobile responsive design:
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Fluid Grid Layouts: Instead of fixed-width layouts, use a grid system that allows you to

resize elements proportionally.

Flexible Images: Ensure that images scale adequately with the layout, preventing them from
being too large or too small.

Media Queries: Based on device parameters such as screen width, orientation, and

resolution, media queries provide distinct styles.

2.5 Previous Studies on Finnish Citizen Online Services

Research on Finnish citizen online services has highlighted the platforms' usability and
accessibility problems. For example, research by (Jokinen and Korhonen, 2015) and
(Korhonen and Jokinen, 2018) highlighted various usability issues with Suomi.fi and
Omavero services, f.e. complex navigation and insufficient mobile support. These studies
also stressed the value of user-centric design and regular usability testing in improving
service quality. Furthermore, global research has demonstrated that effective mobile
responsiveness can improve both user experience and accessibility. Studies by (Nielsen and
Budiu, 2013) and (Budiu, 2017) have shown that responsive design principles improve

usability outcomes, particularly ease of use and user happiness.

2.6 Gaps in Existing Research

There are some useful studies out there on how well digital services work and respond.
However, there's a clear lack of thorough evaluations that look at both mobile and desktop
versions side by side. Most research tends to zoom in on either desktop usability or mobile
responsiveness separately, missing out on how they interact with each other. Plus, in current
studies, there's not much focus on the specific challenges and opportunities within the
Finnish public service landscape. This study is set to fill those gaps by providing a
comparison of the mobile and desktop interfaces for Suomi.fi, Omavero, and Omakanta,

along with practical suggestions for improvement.
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2.7 Summary

This chapter covered key concepts and research on usability, heuristic evaluation, and
mobile responsiveness. It highlights the importance of these factors in the design and
provision of effective digital services, while also pinpointing deficiencies in current research
that it seeks to address. Building on previous research, this project will give a review of
Finnish citizen online services in the 2020s, contributing to their continued improvement

and adaption to user needs.

3 User Interface (Ul) and User Experience (UX) in General

3.1 Overview

User Interface (Ul) and User Experience (UX) are critical components of digital service
design, determining how users interact with a system and their overall satisfaction with it.
This chapter introduces the fundamental concepts of Ul and UX, their significance, and best

practices in designing effective and engaging digital services.

3.2 Definition of Ul and UX

User Interface (Ul) refers to the visual elements through which users interact with a digital
product. This includes buttons, icons, spacing, typography, color schemes, and responsive
design elements. The primary goal of Ul design is to create an intuitive, aesthetically

pleasing interface that facilitates user interaction and enhances usability.

User Experience (UX) encompasses all aspects of the end-user's interaction with a company,
its services, and its products. It is broader than Ul, focusing on the user's overall journey and

satisfaction. UX design aims to provide meaningful and relevant experiences, which involve
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the design of the entire process of acquiring and integrating the product, including aspects

of branding, design, usability, and function.

3.3 The Importance of Ul and UX

Usability: Both Ul and UX significantly impact the usability of a digital service. A well-
designed interface ensures that users can easily navigate and complete tasks, reducing
frustration and errors. Good UX design ensures that the entire user journey is smooth and

intuitive.

User Satisfaction: Positive Ul and UX lead to higher user satisfaction, as users are more
likely to enjoy and return to a service that is easy to use and meets their needs. This
satisfaction is critical for the adoption and continued use of digital services, particularly in

public sector applications where user engagement is essential.

Accessibility: Inclusive Ul and UX design ensure that digital services are accessible to all
users, regardless of their abilities or the devices they use. This is particularly important for

public services, which must cater to a diverse user base.

Efficiency and Productivity: Effective Ul and UX design streamline workflows and make it
easier for users to achieve their goals, enhancing efficiency and productivity. This is crucial
for services that support complex tasks, such as managing taxes or accessing healthcare

records.

3.4 Principles of Effective Ul Design

UX professional (Krug, 2014) presents simple principles for effective design for user

interfaces. These principles are listed in the table below.
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Table 1. Principles for effective design

Clarity

The interface should be clear and straightforward, with a focus on essential
elements that support user tasks. Overly complex designs can confuse users
and hinder usability.

Consistency

Consistent design elements across the interface help users predict how

things work and where to find information, reducing the learning curve.

Feedback

Interactive elements should provide immediate feedback to inform users
about the outcomes of their actions, such as clicking a button or submitting

a form.

Flexibility

The Ul should accommodate different user preferences and workflows,
offering shortcuts and customizable options for advanced users without

overwhelming beginners.

Aesthetics

A visually pleasing interface enhances user satisfaction and engagement,

making the service more enjoyable to use.

3.5 Principles of Effective UX Design

In turn User Experience Designer (Garrett, 2011) describes some points when it comes to

effective design and good user experience. Below is a table that contains these principles

described shortly.

Table 2. Principles for good user experience

User-Centered

UX design should be centered around the needs, behaviors, and

Design preferences of the target users. This involves extensive user research
and iterative testing to refine the user journey.
Accessibility Ensuring that the service is usable by people with varying abilities and

disabilities is a key aspect of UX. This includes considerations for

screen readers, keyboard navigation, and color contrast.
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Simplicity

The UX design should aim for simplicity, minimizing unnecessary
steps and information to help users achieve their goals quickly and

efficiently.

Consistency

Consistent user experiences across different parts of the service and
across different devices enhance usability and user satisfaction.

Emotional

Design

Consideration of the emotional impact of design elements can enhance
user engagement and satisfaction. This includes thoughtful use of

colors, typography, and interactions that elicit positive emotions.

3.6 Ul and UX Best Practices

(Gothelf and Seiden, 2013) have determined that practices such as listed below in a table

result in the good and balanced combination of experience and design.

Table 3. Best practices for balanced user experience and design

User Research

Conducting thorough user research to understand the needs, behaviors,
and pain points of the target audience is foundational to effective Ul
and UX design.

Prototyping and

Developing prototypes and conducting usability testing helps identify

Testing issues early in the design process and allows for iterative
improvements based on user feedback.

Responsive Ensuring that the service is usable on a variety of devices and screen

Design sizes is essential for modern digital services. This involves designing
flexible layouts and interactive elements that adapt to different
contexts.

Continuous Ul and UX design should be seen as an ongoing process, with regular

Improvement updates and improvements based on user feedback and changing

needs.
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Collaborative Involving stakeholders, including users, developers, and business
Design analysts, in the design process ensures that the final product meets the

diverse needs and expectations of all parties involved.

4 Methodology

4.1 Overview

This chapter outlines the methodological approach used to evaluate the usability and
mobile responsiveness of Suomi.fi, Omavero, and Omakanta. The methodology includes a
heuristic evaluation, a mobile responsiveness assessment, and comparative analysis. It
details the selection of evaluation criteria, the process of conducting the evaluations, and

the methods used to analyse the results.

4.2 Heuristic Evaluation

4.2.1 Selection of Heuristics

The heuristic evaluation is based on Jakob Nielsen's ten usability heuristics, which are

widely recognized and used for evaluating user interfaces.

These heuristics include:

Visibility of System Status: The system should always keep users informed about what is

going on.

Match Between System and the Real World: The system should use language and concepts

familiar to the user.
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User Control and Freedom: Users should have the freedom to navigate and undo actions

easily.

Consistency and Standards: The system should follow platform conventions and maintain

consistency.

Error Prevention: The design should prevent errors by anticipating and mitigating user

mistakes.

Recognition Rather Than Recall: The system should minimize the user's memory load by

making elements visible.

Flexibility and Efficiency of Use: The system should cater to both novice and experienced

users.
Aesthetic and Minimalist Design: The interface should not contain unnecessary elements.

Help Users Recognize, Diagnose, and Recover from Errors: Error messages should be

clear and helpful.

Help and Documentation: The system should provide help and documentation that is easy

to search and use.

4.2.2 Evaluation Process

Task Definition: Specific tasks that users commonly perform on Suomi.fi, Omavero, and

Omakanta were selected:

Navigating the homepage and locating key information
Performing a specific service-related task

Using the search function

Evaluation Execution: Tasks are independently assessed for each interface (both desktop
and mobile versions) against the heuristics. Usability issues and violated heuristics of the

issue to be recorded.
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Data Aggregation: The recorded issues were compiled, and duplicate issues were merged.

Each issue was categorized based on the violated heuristic.

4.3 Mobile Responsiveness Assessment

4.3.1 Criteria for Assessment

The mobile responsiveness assessment focused on the following criteria:

Layout Adaptation: How well the interface adapts to different screen sizes and

orientations.

Touchscreen Usability: The ease of use of interactive elements on touchscreen devices.
Loading Times: The speed at which pages load on mobile devices.

Readability: The clarity of text and ease of reading on smaller screens.

Navigation: The ease of navigating the site on a mobile device, including the accessibility

of menus and links.

Interactive Elements: The functionality and usability of forms, buttons, and other

interactive elements on mobile devices.

4.3.2 Assessment Process

Device Selection: A variety of mobile devices with different screen sizes and operating

systems (i0S and Android) were used to test the interfaces.

Task Definition: Similar tasks as defined for the heuristic evaluation were performed on

the mobile versions of the sites.
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Evaluation Execution: Each criterion was assessed by performing the tasks on the mobile
devices, noting any issues related to layout adaptation, touchscreen usability, readability,

navigation, and interactive elements.

Data Collection: Issues identified during the mobile responsiveness assessment were

recorded, categorized by criterion.

4.4 Comparative Analysis Approach

The comparative analysis aimed to highlight differences and similarities between the
desktop and mobile versions of Suomi.fi, Omavero, and Omakanta. The analysis was

conducted in the following steps:

Issue Comparison: Issues identified in the heuristic evaluations and mobile responsiveness
assessments were compared to identify discrepancies between desktop and mobile

Versions.

4.5 Summary

This chapter detailed the methodology used to evaluate the usability and mobile
responsiveness of Suomi.fi, Omavero, and Omakanta. By conducting heuristic evaluations
and mobile responsiveness assessments, this study systematically identified and analysed
usability issues across desktop and mobile platforms. The comparative analysis provided
insights into the differences and similarities in user experience, guiding the
recommendations for improving the usability and responsiveness of these critical Finnish

citizen online services.
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5 Heuristic Usability Evaluation

5.1 Overview

This chapter presents the findings from the heuristic usability evaluation of Suomi.fi,
Omavero, and Omakanta. The evaluation assessed both desktop and mobile versions of these
services, identifying key usability issues based on Nielsen's ten usability heuristics.
Screenshots are used to illustrate specific problems and recommendations.

5.2 Evaluation of Suomi.fi
5.2.1 Desktop Version
5.2.1.1 Recognition Rather Than Recall

Issue: Lack of clear indication when using the search tool. Users are not informed about the

search elements in context.
Example: When user searches a phrase, there is no highlight of the found phrase.

B svomisi Firearm InEnglish (EN) ~ Georgitiorosh =
Home nformation and services Vessages esuthortzations vour data Instructions and support

Search " Firearm"

60 results

Figure 1. Screenshot suomi.fi: no highlight of the found phrase.
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5.2.1.2 Match Between System and the Real World

Issue: Use of concept that may not be familiar to all users.

Example: Terms like "e-Authorizations" are used without explanation (Outlined with red on

a screenshot).

B suomifi Firearm Q s [EETRENR

information and services Messages e-Authorizations Vour data Instructions and support

Suomi.fi - information and services for your life events

g ¢ 1

Does your loved one suffer from a Can't find a job with your current Hello, students! How does a work
substance abuse problem? You competences? Consider placement or student exchange
can guide him or her to seek help establishing an enterprise abroad sound to you?

ead about different treatment options ment guide helps new Here are some tp:

Suomi.fi services

— Messages
bt

=] Your d:
| [

Shortcuts

For citizens For companies and organisations
oo tha infner aa tha infarmatinn and earicae e Aiffarar

(s}

e

Figure 2. Screenshot suomi.fi: Terms like are used without explanation.

5.2.1.3 Consistency and Standards

Issue: Inconsistent use of link styles and colors across different sections of the site.

Example: Links for detailed explanations are styled differently in various sections.
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E Suomifi

Etsivy Tiedot Ja palvelut ~ Viestit Valtuudet Omat tiedot Ohjestja tuki

Suomeksi [FI] v

I
3

Tyselama ja tyostomyys: Tyottomyys
TyBeldm3 ja tyBttomyys

Tybttdmyys

Yrityksen perustaminen

Tyottomyys

Tydelsman saannot

Jos st tyottomaksi tal sinut lomautetaan

1. Imaittaudu herl TE-toimistoon tydttomaksi tysnhakijaks!
2. hae tyottomyysetuutta tysttomyyskassastasi ta Kelasta.

Voit s3ada tydttdmyysetuutta myds, jos olet 0sa-aikaisesti oissd,
osatyokyvyttomyyselakkeella tal sivatoiminen yrittaja.

L ja 1
oppaasta.

Mita palveluja voin saada?

Katso alheeseen littyvat palvelut a asiointikanavat.

Oletko tyytyvainen taman sivun sisalts8n?

Figure 3. Screenshot suomi.fi: Inconsistent use of link styles (example 1, link text is black

and underlined with blue).

B seomi T - B ==

Home information and services ¥ Messages e-Authorizations Yourdata

Instructions and support

Home > Citizens > Working life and unemployment; Unemployment
wWorking life and unemployment

Starting a business

Unemployment

Rules of wor

Ifyou lose your job or you are laid off, you should

L registerasan ate

2.3pply for benefit from your fund or Kela.

You can also receive unemployment benefitif you are working part-time, on partial disability
pension or a part-ume entrepreneur.

Eind informatien and instructions on livelihood and employment.n the unemployment guide,

What services can | get?

See related services and service channeks

Are you satisfied with the content on this page?
o =i |l ey |

Figure 4. Screenshot suomi.fi: Inconsistent use of link styles (example 2, link text and

underline are blue).
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Tysopimus ja palkanmaksu

Figure 5. Screenshot suomi.fi: Inconsistent use of link styles (example 3, an arrow appears

next to link, no underline).

5.2.1.4 Visibility of System Status

Issue: Users are not informed of their location on the website.

Example: When user clicks a link “Find information and instructions on livelihood and
employment in the unemployment guide.” in the Unemployment section user gets
transitioned into the “WHAT TO DO? Unemployment” section therefore losing

breadcrumbs and a current section indicator in the over all menu.



26

]

I seomis e . ot

loyment: Unemployment

2| Working lfe and unemployment

Unemployment

if you fose your job or you are laid off, you should

1. register as an unempl aTe

2. 3pply for benefit from fund orKela

You can also receive unemployment benefit if you are working part-time, on partial disablity
pension or a part-time entreprensur.

Find information and instructions on livelihood and employment n the unsmployment guide,

What services can | get?

See related services and service channels.

Are you satisfied with the content on this page?
(3 | == g |

Figure 6. Screenshot suomi.fi: System status (example 1, Unemployment section has all

the necessary location attributes, marked with red).

B svomii Seorchin S InEnglish (EN] ~ Geogioosh =
Wome  informatian and seruces Messages  esuhommtons  vourdes Instctonsand support

WA To 007

Unemployment

Employment and subsistence

Are ployed or have you J
ashort tis d hel

for prolonged unemployment.

You can receive unemployment benefit  you are

* unemployed
o laid-off

* working part-time.

* on partial disabllity pension
o apart.time entrepreneur,

situation, you g gs-related
daily allowang dally allowa

This guide helps you

What to do and when if you become How to apply for unemployment Where to get help for job seeking or
unemployed benefits and other support for planning a new career

First answer the questions Guide content

Figure 7. Screenshot suomi.fi: System status misinformation (example 2, no information
on whereabouts).
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5.2.2 Mobile Version

Issues that were found for desktop version also apply to the mobile version of the website.

5.3 Evaluation of Omavero

5.3.1 Desktop Version

5.3.1.1 Consistency and Standards

Issue: Lack of clear navigation and communication with the user.

Example: After user logs into the system, they are presented with a menu to choose their
role, but it is not stated clearly. However, when a role is chosen and the user is transitioned

into the next view a link is presented for an option change their role, making the user unaware

of their actions.

MY%ax @ 1o

What tax matters do you wish to manage?

B company's tax matters

are authorised to act on behalf of a company, you can take care of their tax Act an behalf of a compan)

matters in MyTax

B Reporting and requesting information in a limited scope

Figure 8. Screenshot Omavero: No clear navigation and communication: choosing a role

without clear explanation.
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uomeksi  Psvenska In English

MY/tax

Georgi N

Your tax types Tasks'®  Taxmatters Communication Taxpayer details

Georsi NI

Payment status
_ Mo taxes due
Tasks O

Individual income tax
Tax card and prepayments 2024

Figure 9. Screenshot Omavero: No clear navigation and communication: a link to change

role appears without context.

5.3.1.2 Aesthetic and Minimalist Design

Issue: Website displays the same information twice which is unnecessary.

Example: Tasks are displayed twice, once in the navigation tab and once in under the user’s
information.

Suomeksi Pé svenska In English vero.fi

MY/tax @ teb O vourown detais and logout

Georgi [N

Georgi I

Payment status
Tasks @

Individual income tax

Tax card and prepayments 2024

Figure 10. Screenshot Omavero: minimalist design: information is displayed twice

(marked with red).
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5.3.2 Mobile Version

Issues that were found for desktop version also apply to the mobile version of the website.

5.4 Evaluation of Omakanta

5.4.1 Desktop Version

5.4.1.1 Match Between System and the Real World

Issue: User cannot select a needed language for Ul.

Example: Users are not presented with an option to select English as the language for the

KG nta Kanta Tolsen puclesta asiointi P& svenska
I Gucrsi Oiet kirjouturut HenkilBkohtoissen polveluusi
Hei I Georgi
Reseptit , Tervetuloa OmaKantaan!
Terveystiedot > Olet kiiyttényt palvelua viimeksi 11.10.2023 klo 4:43.

Sesiaalipalvelujen tiedot - N
@ OmoKonta wudistuu voiheittain. OmoKannan kiiytéstd tulee entistd sujuvampaa. kun sen visuaalista

Hyvinvointitiedot » ilmetté ja toir [ . Samalla myds paranee.

Tietojen kaytsn hallinta > Talla hetkelld OmaKannan uudessa versiossa on kéytdssd vain osa palvelun osioista. Uudistettuja osioita

Elinluovutustahto julkaistaan liséd vueden 2024 aikana.

Hoitotahto iicr o wutta versiota

Koronatodistus

Figure 11. Screenshot Omakanta: not translated internationally (underlined with red).

5.4.1.2 Flexibility and Efficiency of Use

Issue: Lack of a main search function.
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Example: The website does not provide a website wide search option.

Screenshot: (Nothing to provide)

5.4.1.3 Aesthetic and Minimalist Design

Issue: Poor usage of screen space.

Example: The website doesn’t fully utilise the screen resolution and pushes everything to
the left side.

KG n [G Kanta Tolsen puclesta asiointi P& svenska
B Gecrsi Ot Kirjouturut hekifSkohtoiseen palveluus
Hei I, Georgi
Reseptit , Tervetuloa OmaKantaan!
Terveystiedot > Olet kiiyttényt palvelua viimeksi 11.10.2023 klo 4:43.

Sesiaalipalvelujen tiedot - N
@ OmoKonta wudistuu voiheittain. OmoKannan kiiytéstd tulee entistd sujuvampaa. kun sen visuaalista

Hyvinvointitiedot » imettd jo [ . Samalla myds paranee.

Tietojen kaytsn hallinta > Talla hetkelld OmaKannan uudessa versiossa on kéytdssd vain osa palvelun osioista. Uudistettuja osioita

ves
Elinluovutustahto julkaistaan liséd vuoden 2024 aikana.

Hoitotahto ficr o wutta versiota

Koronatodistus

EU:n korenatodistus

OmaKannasta voit sooda EU:n koronatodistuksen.

Figure 12. Screenshot Omakanta: content of website doesn’t fully utilise the given screen

resolution.

5.4.2 Mobile Version

Issues that were found for desktop version also apply to the mobile version of the website
except for the “5.4.1.3 Aesthetic and Minimalist Design”. The mobile version is restructured

in such way that the leftmost menu is at the top of the website.
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kansalainen.kanta.fi

X' Vvalikko KO n tq Kanta

Etusivu

Reseptit >

Terveystiedot >

Hyvinvointitiedot >
" Tietojen kdytén hallinta >

<

, Elinluovutustahto
. Hoitotahto
Koronatodistus
Toisen puolesta asiointi

Pa svenska
LISatietoja uetojen nakymisesta
Omakannassa voit kysyd
sosiaalipalvelujen antajalta.

Voit lukea lisda sosiaalipalvelujen
tiedoista myds kanta.fi-sivulta. @

Figure 13. Screenshot Omakanta: content is restructured and optimized for mobile device.

6 Mobile Responsiveness Analysis

6.1 Overview

This chapter presents the findings from the mobile responsiveness analysis of Suomi.fi,
Omavero, and Omakanta. The analysis evaluates how well these services adapt to different

screen sizes and devices, focusing on elements such as layout consistency, touch target size,
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load times, and overall user experience on mobile devices. Screenshots are used to illustrate

specific issues and recommendations.

6.2 Evaluation of Suomi.fi

6.2.1 Readability

Issue: Small text making it difficult to read for some users on smaller screens.

Example: Button and tag text are too small, causing difficulties for users with smaller

screens.

il 56 B
suomi.fi M
Firearms Close
Georgi Horosh LOG OUT

Search "Firearms"

Filter search results

60 results

& show service locations on the map

Poliisi
Inspection of the deactivation of
firearms or firearm parts

Permit or other obligation Nationwide

Public service

The police inspects that the deactivation
of a firearm or a firearm part has been
carried out in accordance with the
requirements.

Service channels:

Figure 14. Screenshot Suomi.fi: navigation elements are too small.



6.2.2 Interactive Elements

Issue: Incorrect element behaviour.

Example: It is possible to scroll header out of the view while using the
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map. The issue

prevents search function and navigation on the website through the menu.

Sidenote: Reproducible only on 10S devices (iPhone 15 Pro)

suomi.fi

suomi.fi

B suomifi

SEARCH

b
<— Back to search results

paa
Pakkala
Paakkola Saikon P& el
Saikonkyla
<
ukkola Toija
Kirvesniémi
Viskarila :
A p Markala Vehkataipz

Saimaanharju Paarmala

Ampujala

Kuivaketvele

Sudensa

Riihilahti
Kivisalmi
Voisalmi Laurits
Search Route
. - p—" “) La

\paa
Pakkala —

Paakkola Saikon Pz el

Saikonkyla

<
ukkola Toiia e
Jla
' Kirvesniémi
Viskarila @
Markala Vehkataipz
AARI

N D
Saimaanharju Paarmala

Ampujala

Kuivaketvele

Sudensa

Rithilahti

Kivisalmi
Voisalmi Laurits
LAPPEEN TA
VILLMAN SRAND —~",
Uus:Lavola
O\ Kai

Tapavah,_ Search

@ Tiisiolkiiest

Figure 15 and 16. Screenshot Suomi.fi: header can be scrolled out of reach.
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6.3 Evaluation of Omavero

6.3.1 Interactive Elements

Issue 1: Misleading use of symbols.

Example: Upon pressing the button to change the language user is presented with a menu
with 3 language choices that have arrow symbols indicating a submenu or a link. However,

there is such functionality.

2214 2 O ® 4 W58%

) % verofi/sahkoiseta + (&

oma .

/ vero &
Suomeksi (Fl) >

| |
Pa svenska (SV) >

OmaVero In English (EN) >

Hoida veroasiasi OmaVerossa. Kirjaudu
pankkitunnuksilla tai mobiilivarmenteella.

Kirjaudu sisdan >

Luovu paperikirjeista: Tilaa
viranomaisposti vain sdhkdisesti

Ajankohtaista

My6héssd maksetuista veroista kertyi
viime vuonna 12,2 miljoonaa euroa
korkoja — Verohallinto suosittelee e-
laskua

Huoltokatkot ja h&iriot Verohallinno@
palveluissa

Noin 30 000:ta elokuussa
veronialautusta odottavalta uhkaa ‘|ééda'

Figure 17. Screenshot Omavero: arrow symbols may be misleading into believing there is a

submenu.
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Issue 2: Misleading interaction with a card.

Example: Real estate tax card is interactable and highlights itself green but does not function.

© ¥ 4 W56%

Kiinteistovero

Kiinteistovero 2024

Kiinteistoverotuksen késittely on
paattynyt

Katso verotuspéatosta (pdf)

Lisdtietoja kasittelyn
paattymisesta

Kaikki verovuodet

Katso verovuosien tietoja ja
verotuspaatoksia.

Nayta tiedot kaikista
verovuosista

JEg; VRO
A SKATT

> Tietosuoja

2> Anna palautetta OmaVerosta

» Tietoa OmaVerosta

> Saavutettavuusseloste

Figure 18. Screenshot Omavero: unnecessary interactive elements.
Issue 3: Poorly implemented element.

Example: Tab bar is scrollable sideways which in the worst-case scenario logs a user out of
the website upon scrolling to the right on the screen (I0S and some android devices use right

swipe as a universal gesture for navigating back a page).



O omavero.vero.fi

Suomeksi P& svenska

MY/tax

In English

@ O

Georgi I

Logged in Georgi N
Your last login was on 29.07.2024 at 23.08
Edit your own details o

Change role
Your tax types Tasks 4] Tax mattel
Georgi I
I
Tasks @ @
Payment status

omavero.vero.fi

Suomeksi Pa svenska

mg/tax

In English

@ O
]

Georgi IEGzIN

Logged in Georgi IR
Your last login was on 29.07.2024 at 23.08
Edit your own details o

Change role

skse Tax matters Communication

Georgi I

Tasks @

Payment status

Figure 19 and 20. Screenshot Omavero: poor implementation of a scrollable tab bar.

6.3.2 Layout Adaptation

Issue: Website does not optimally utilize given resolution.

Example: In landscape mode the website stretches to fill the screen instead of using the space
for other information.
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O 4 W57%

Mita veroasioita haluat hoitaa?

' .
- Omat veroasiat

Voit esimerkiksi tilata itsellesi verokortin, tehda veroilmoituksia ja hakemuksia, maksaa veroja ja tarkistaa tietosi.

Hoida omia veroasioita @

© w4 W57%

Mita veroasioita haluat hoitaa?

. .
an Omat veroasiat

Voit esimerkiksi tilata itsellesi verokortin,
tehdé veroilmoituksia ja hakemuksia,
maksaa veroja ja tarkistaa tietosi.

Hoida omia veroasioita

22 Toisen henkilon veroasiat

Jos sinulla on valtuudet hoitaa toisen
henkilén veroasioita, voit asioida hanen
puolestaan OmaVerossa. Huoltajana et
tarvitse erillista valtuutusta alaikdisen
lapsen veroasioiden hoitamiseen.

Asioi toisen henkildn puolesta

B Yrityksen veroasiat

Jos sinulla on valtuudet hoitaa yrityksen@

veroasioita, voit asioida sen puolesta
OmaVerossa.

Figure 21 and 22. Screenshot Omavero: poor usage of landscape mode.



6.4 Evaluation of Omakanta
6.4.1 Readability

Issue: Possible difficulty with reading text.

Example: Breadcrumbs are too close to the nearby block of information.

kansalainen.kanta.fi

= Valikko an (a Kanta

. -Gec‘»r“gl . Kirjaudu ulos
Olet kirjautunut henkildkohtaiseen o
palveluusi. -

Etusivu > Terveystiedot

Terveystiedot

Omakanta nayttad Kanta-palveluihin tallennetut
terveystiedot terveydenhuollon kdynneistdsi.
Tiedot tulevat ndkyviin viiveelld, ja viive vaihtelee
tietoja kirjaavan yksikén mukaan. Jos kdynnin
tietoja ei ndy viikon kuluessa, voit ottaa yhteyttd
sinua hoitaneeseen terveydenhuollon yksikkddn
ja pyytdd heité selvittémadn asiaa.

Voit tarkastella kéyntien tietoja, kun klikkaat
listasta kéynnin ajankohtaa.

Hakuehdot

Kéynnit ajalta
[29.7.2023 ] § [29.7.2024

Hae

Rajaa naytettdvid tietoja

Figure 23. Screenshot Omakanta: difficulties with text readability.
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6.4.2 Navigation

Issue: Inconsistency elements.

Example: Button to change language from Finnish to Swedish and “Managing on Behalf of

Another” are jumping from menu to header.

Sidenote: Issue is relevant only on tested Android device (Sony Xperia 5V)

23450 & © ¥ 4 W50%

() % ansalainenkantafi -+

X Valikko Kan [G Kanta

Reseptit >

Terveystiedot >

= Hyvinvointitiedot >

Sosiaalipalvelujen tiedot

Tietojen kdyton hallinta >
f Elinluovutustahto
Hoitotahto
Koronatodistus
Toisen puolesta asiointi

Pa svenska

parannetaan. Samalla myos
verkkopalvelun saavutettavuus
paranee.

Talla hetkelld OmaKannan uudessa
versiossa on kdytossd vain osa
palvelun osioista. Uudistettuja
osioita julkaistaan lisaa vuoden 2024
aikana.

Siirry kokeilemaan OmaKannan
uutta versiota >

e Potilastietojen luovutuslupa
uudistuu. Uudistettu lupa
mahdollistaa myés sellaisten tietojen
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23450 £ OW® 4 WA%

Toisen puolesta .
KGI l[o Kanta . ’p Pa svenska
asiointi
I ©'ct kirjoutunut henkilskohtaiseen palveluusi. (IFeIVe VRV [ENG|

Hei I

Reseptit , Tervetuloa OmaKantaan!
Terveystiedot > Olet kdyttdnyt palvelua viimeksi 29.7.2024 klo 23:33.
Sosiaalipal-

| | | n OmakKanta uudistuu vaiheittain. OmaKannan kdytostd tulee entistd

Figure 24 and 25. Screenshot Omakanta: element inconsistency.

7 Results

7.1 Overview

This chapter presents the results of the heuristic usability evaluation and mobile
responsiveness analysis of Suomi.fi, Omavero, and Omakanta websites. It discusses the key

findings and highlights common usability and responsiveness issues.
7.2 Result table

Below presented is a result table that showcases all of the found issues organized by heuristic

evaluations and mobile responsiveness.



Table 4. Result table of found issues
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Evaluation Criteria

Suomi fi

Omavero.fi

Omakanta.fi

Heuristic Evaluation

Visibility of system
status

Users are
occasionally not
informed of their
location

Match Between
System and Real
World

Unfamiliar concepts
to some users

User cannot select a
needed language for
Ul

User Control and

Freedom
Consistency and Inconsistent styling | Lack of clear
Standards and color scheme navigation and

communication

Error Prevention

Recognition Rather

Lack of clear

Than Recall indication when

using the search

tool
Flexibility and Lack of a main
Efficiency of Use search function
Aesthetic and Website displays Poor usage of

Minimalist Design

the same
information twice

screen space

Help Users Recover
from Errors

Help and
Documentation

Mobile Responsiveness Assessment

Layout Adaptation Website does not
optimally utilize
given resolution
Touchscreen
Usability
Loading Times
Readability Small text in some Possible difficulty
elements with reading text
Navigation Inconsistency
elements
Interactive Incorrect header Misleading use of
Elements behavior menu like symbol

and card interaction
as well as poorly
implemented
elements
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7.3 Heuristic Usability Evaluation

7.3.1 Suomi.fi

In Suomi.fi websites mobile and desktop versions were found inconsistencies in design i.e.
links, buttons, and colors. Both versions showed disregard comfortable user experience by
neglecting to implement key features such as breadcrumbs in some places and a decent
search highlight function. Also, some words may not be familiar to all users therefore their

simplification should be considered.

7.3.2 Omavero.fi

Omavero.fi also has the same heuristic issues on mobile and desktop versions such as lack
of clear navigation as well as communication with the user. The website also displays the

same information multiple times which may be confusing for the user.

7.3.3 Omakanta.fi

Desktop version of Omakanta.fi lacks a main search function and an option to change the
language to English. On top of this the desktop version doesn’t optimize the given screen
resolution but pushes all content to the leftmost side of the screen leaving the right-side
blank.

All of this also translates to the mobile version of the website except for the resolution
optimization where the issue is solved by having a menu button that presents user with a

dropdown menu upon interacting with the said button.
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7.4 Mobile Responsiveness Analysis

7.4.1 Suomi.fi

Suomi.fi has a lot of small text in links and buttons thus making it difficult for some users to
read it. Another issue found in the mobile version is that some elements behave incorrectly
such as the previous example where the header can be moved out of the user’s range labelling

it useless.

7.4.2 Omavero.fi

In Omavero.fi many of the issues relate to interactive elements such as symbols and cards
are often misleading or have unnecessary interactions and some elements are just poorly
integrated like for example in the case of the scrollable tab bar. On top of this the website

also struggles to optimally utilise given screen resolution in landscape mode.

7.3.3 Omakanta.fi

Much like in most of mobile websites Omakanta.fi struggles with text readability and its
placement. Omakanta.fi also has some inconsistency with its elements when used in

landscape mode.

8 Recommendations

8.1 Overview

This chapter outlines specific recommendations for improving the usability and mobile
responsiveness of Suomi.fi, Omavero.fi, and Omakanta.fi based on the findings from the

heuristic evaluation and mobile responsiveness analysis. The recommendations are supposed
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to enhance the user experience across both desktop and mobile platforms thus making sure

that these online services are accessible and user-friendly for all citizens.

8.2 Suomi.fi

8.2.1 Design and visual issues

- Standardize button, link styles and colors as well as hero elements to ensure

consistency across the site.

- Increase the label text size of buttons and tags to match default text size.

8.2.2 Functionality issues

- Website would benefit from a highlight addition to the search functionality where a
searched word would be highlighted in results that were found by the said
functionality.

- Maps header should be redesigned so that its sticks to the top of the screen and
doesn’t get scrolled away unintentionally.

- Suomi.fi should implement consistent breadcrumbs across the website so that the

user would be aware of their current location.

8.2.3 Comprehensive issues

- Some specific and crucial words may be unfamiliar to users making them unaware
of their actions thus using simpler wording or an explanation would eliminate this

issue.
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8.3 Omavero.fi

8.3.1 Design and visual issues

- Remove the unnecessary interactivity with the user card and remove link arrow in

language selection to reduce the possibility to confuse the user.
- Label text size should be increased to match the default standard on the website.

- Space should be utilized better in the landscape mode of mobile devices to provide a

more pleasant experience.

8.3.2 Comprehensive issues

- Improve consistency of wording to make it clear for the user what is it that they are
doing, i.e. “What tax matters do you wish to manage?” could be changed to “Pick a
role: What tax matters do you wish to manage?” so that the wording of the main

screen would reflect the link on the landing page.

- Remove repeating link in the user card for the sake of clarity and decluttering the

visuals.

8.4 Omakanta.fi

8.4.1 Design and visual issues

- Omakanta.fi would benefit from a structure redesign of the website to utilise the

given screen space and resolution more efficiently.

- Inthe mobile version breadcrumbs are too close to the info box so a larger gap would

be a good addition to increase readability and declutter the page.
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8.4.2 Functionality issues

- Search functionality would ease the user experience and drastically reduce time to

navigate the website.

8.4.3 Comprehensive issues

- Website would benefit from a translation to English language.

- Keep the main menu consistent by having same menu items both on mobile as well

as the desktop version.

9 Conclusions

9.1 Overview

This study looked at how easy it is to use and how well three online services for Finnish
citizens work on mobile devices. The services were Suomi.fi, Omavero, and Omakanta. The
study looked at both their PC and mobile interfaces. Some usability problems and places for
growth were found through a heuristic usability evaluation and a mobile responsiveness

evaluation.

9.2 Key Findings

The research addressed three main questions:



47

9.2.1 How do the usability and mobile responsiveness compare between desktop and

mobile versions?

For all three services, the mobile versions had more problems with usage than the desktop
versions. Some big problems were small text, bad layout adaptation, and interactive parts
that weren't fully optimized for touchscreen use. Most of the time, PC versions followed the
usability guidelines. However, mobile interfaces often had bigger problems with being easy

to read and using consistent navigation.

9.2.2 What usability issues are unique to mobile or desktop versions?

Desktop versions commonly had problems with consistency and feedback, such as unclear
system statuses and some misleading navigation. In contrast, mobile versions have
interactive element malfunctions, for example menus not behaving as expected and layout

adaptation issues, which affected user experience on smaller screens.

9.2.3 How can these services be improved?

The results show that paying more attention to design for mobile devices is important for a
smooth and easy user experience. Improving text readability, interactive features, and
responsive layouts would make the mobile experience a lot better. Also, it's important to
keep things consistent across both platforms and make the language easier to understand.
The results show that paying more attention to design for mobile devices is important for a
smooth and easy user experience. Improving text readability, interactive features, and
responsive layouts would make the mobile experience a lot better. Also, it's important to

keep things consistent across both platforms and make the language easier to understand.

9.3 Managerial Implications

The research highlights the importance of prioritizing mobile design. Due to the increasing
reliance on mobile devices for accessing public services it is crucial to pay attention to

mobile versions. Incorporating feedback mechanisms and user-centered testing could drive
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the further improvements of these platforms to ensure they remain accessible and user-
friendly. The discrepancies between desktop and mobile performance indicate a need for

cross-platform consistency in user experience design.

9.4 Contribution to Literature

This study adds to previous research by comparing mobile and desktop displays. It does
this by giving new information to studies that have already been done on these services.
The results add to what is known about responsive web design and how to make public

services easier for people to use in the Finnish digital service setting.

9.5 Limitations and Future Research

This study's primary limitation is the subjective nature of heuristic evaluations, which may
not capture the full range of user experiences. Additionally, the research focused on a
limited set of websites as well as functions within each service. Future research could
involve a larger sample of user feedback and more diverse public services to create a wider
understanding of usability across platforms. Further exploration of automated usability

testing tools could also add on to the manual heuristic evaluations.
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