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Abstract 

As e-health systems are becoming more common and necessary, it is an important field to 
explore. One important part that has not yet been explored enough is the formation of trust 
within e-health. An established approach to help formation of trust in other fields is that of user 
experience design. This Master thesis is focused on the topic of trust formation of first-time e-
health service users and how user experience design can influence trust formation.  For fulfilling 
the purpose, the method of think-aloud and semi-structured interviews were chosen. In 
addition to that, a prototype of an e-health service was developed. The outcome of the 
interviews was examined through a thematic analysis in order to answer the research questions. 
Based on the analysis, new aspects which influence trust formation on the surface level were 
identified, as well as some previously known were confirmed. The themes which are 
overlapping with previously conducted studies are Design feeling and Element placement. The 
newly identified themes contain Consistency, Colour and some aspects of Reading experience. 
The reasons for the identified aspects were categorized into the two themes of Craftsmanship 
and Expectations. Those findings were compared with previous studies, and recommendations 
for future research were formulated. 
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1 Introduction 

The topic of trust is well-known in our daily face to face communication. We are forced every 
day to make assumptions about whom to trust, not only on a personal level but also on a 
company or government level. Therefore, it is crucial to understand the formation of trust and 
how it can be better promoted in different environments. The theory in the area of trust 
formation within e-government systems is however one that is not united, and that still 
sometimes has issues with generalizability. A qualitative approach is optimal for finding 
possible areas of how application of user experience to e-government systems can influence the 
trust formation of its users. Currently, much work has been done in the area of trust in the e-
commerce sphere, but significantly less has been done in the area of trust in e-
government. (Beldad, de Jong, & Steehouder, 2010) Those reasons all together were the main 
driver why the topic was chosen for the final thesis of this master level program at Jönköping 
University. 
 
In this chapter, the basis for the study will be presented. Firstly, in chapter 1.1 there is a short 
introduction to the theory and reasoning behind the chosen topic. The topic is then more 
defined with a declaration of the purpose and the research questions which will be explored. 
Delimitations for the study are established, and finally the last chapter concludes with an 
outline of how the rest of this report and study is structured.  

1.1 Background 
The use of e-government services is spreading around the world, with the number of new 
services and websites quickly growing as all parts of governments want to get their services 
online. One part of e-government services that has had a surge in the last years is e-health, that 
is services such as online sources for general health information as well as services for users to 
connect with their health care provider. (Sbaffi & Rowley, 2017) 
 
While these services can have a great benefit for both users and service providers, they do come 
with a new set of challenges. One of the bigger issues is that of trust. According to Shouzhi 
(2016), trust is in general often a problematic area for governments, but it is still an area that is 
not focused on enough by academics, and he is not the only one calling for further research in 
this area. Not only academical, but also business-oriented research is showing a higher interest 
in trust within digital environment in the last decades. (Beldad, de Jong & Steehouder, 2010) 
 
Health is in general a sensitive topic for many, which makes e-health services even more prone 
to these issues. Users need to be able to trust that the information they get are correct and useful 
for them. (Beldad, de Jong, & Steehouder, 2010) Despite this, there is currently little agreement 
on how trust and credibility are being affected within the area of e-health. Though some work 
has been done, this area still offers a considerable scope for future research. There is also a call 
for more qualitative studies, as taking this step back is the way to develop a united approach for 
examining this matter. (Sbaffi & Rowley, 2017)  
 
However, the area of trust has been more studied within the field of e-commerce, but there 
exists an imbalance between studies on trust in e-commerce and non-commercial 
environments such as e-government and e-health. The eminent issue of facelessness of 
electronic transactions is shared among all these areas and could on its own be strong enough 
reason for incorporating a more systematic approach. (Beldad, de Jong, & Steehouder, 2010) 
There are however differences between e-commerce and e-government that could impact how 
the users interact with these services and create necessary trust. For e-commerce, the goal is 
often to target specific customers to get them to spend money on the company’s products or 
services. The companies can choose who they want their customers to be, but for e-health and 
e-government services this is not an option, as they are supposed to provide their services for 
the whole population. (Carter & Bélanger, 2005) Within the interaction between users and e-
health services, the concern is also not monetary as it is for e-commerce. Here it instead involves 
a much more personal part of a user’s life, that of their health. (Yi et. al., 2013) 
 
One aspect that has been found to be important for trust formation within the area of e-
commerce is the user experience. However, while most studies on e-government systems are 
currently focusing on the adoption of the systems, the user experience of those systems has still 
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not gotten much attention, despite the connection found for it within e-commerce. (Kumar, 
Sachan, & Mukherjee, 2017) As a next step, this study will therefore focus on initial trust and 
the effect user experience can have on it. Initial trust is formed between a user and an 
organization or system when the user has no previous knowledge or experience with it. The 
initial trust is important for the adoption of a system, but it also creates the base for continued 
usage and trust. (Zhou, 2012)  
 
As for the connections that have been found within e-commerce, many studies have found that 
following principles of good user experience design, and through that creating more user-
friendly websites, is important for the formation of trust. (Müller et. al., 2018; Seckler et. al., 
2015) This can include many different factors, but one aspect that has been found to be 
important is the visual design. (Seckler et. al., 2015) Therefore this aspect will be in focus for 
the conducted study. 
 
The visual design of the user experience can be found within the surface level of the elements 
of user experience design. The elements on this level are those that users first meet when they 
visit a website. The surface level is not dealing with the structure of the website, such as the 
information architecture or what information elements to be used, but focuses more on how the 
elements are presented on the page. It covers aspects such as the uniformity of the design, 
colour palettes, and design compositions. (Garrett, 2011) 
 

In summary, while the field of e-commerce have been a bit more studied, the current state of 
the e-government research does not have united methodology nor united results for measuring 
the effect of user experience design on trust. The same goes for the field of e-health, which as a 
subpart of e-government also inherits many of the implications for e-government. Most of the 
studies conducted so far on e-health have been of the quantitative form and have not brought 
completely united results, therefore a step back with qualitative explorative approach is a 
necessary step to take. (Beldad, de Jong, & Steehouder 2010) This step back allows to look at 
the bigger picture of what aspects are important to further focus on, and how these can be used 
and understood. The aim of this is to better unify the methodology and understanding of the 
field. 

1.2 Purpose and research questions 
The purpose of this study is to contribute to the area of trust in e-health services, to help uniting 
the methodology and to identify aspects within the surface level of user experience design that 
are influencing the trust of users. As the majority of the work so far has been done in a 
quantitative way with mixed results, it is important to step back to qualitative studies first to 
explore the area and gather possible explanations for further investigation. (Beldad, de Jong, & 
Steehouder 2010) The importance of those possible findings could to help with better 
adaptation of e-health systems for user needs which could lead to higher trust and more 
satisfied users of those services. 
  
In order to fulfil the purpose of this thesis, the following research questions will be explored: 

• What aspects of surface level user experience design influence the formation of trust 

of first-time e-health service users?  

• Why are these aspects important from a user’s point of view? 

1.3 Delimitations 
This study is concerned with the trust between the user and website on its own, and it is 
therefore not examining their whole trust to the e-health systems or to the Swedish government 
and health services themselves. Those other factors are very important as well, and they are 
considered in the design of the research but measuring them separately is too complex for the 
scope of this thesis.  
  
The study was focused only on first-time users of an e-health system and their trust formation. 
As those people are not already using the system, they therefore should not have pre-existing 
trust or opinions that would affect the outcome.  
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Since the study was conducted in Sweden it will inevitably limit its international generalizability 
and influence the characteristics of participants. The research will capture some of the country 
specifics as the culture is one of the factors influencing the trust formation. The perception of 
health services and technologies in general might also vary from country to country as well as 
the values of its inhabitants.  
  
The perspective that this thesis is taken from is the point of view of user experience, more 
specifically it is concerned with the surface level of it. Therefore, this thesis will not be dealing 
with procedures, interactions and quality of displayed information. Especially since the quality 
of the information is strongly related to the perceived helpfulness of it, which is outside the area 
of this study. 

1.4 Outline 
Initially this report starts with defining the necessary terms and laying the theoretical 
foundation for the conducted work. Firstly, the applicability of factors from e-government to e-
health field is discussed. That is followed by a discussion of e-health systems and trust 
formation, both of them in connection to the user experience and its importance for forming 
trustful relationships with users of e-health systems. 
 
The next chapter is focused on the selected methods and their concrete implementation in 
conducted study. The results of interviews are then presented and further analyzed in order to 
extract relevant findings. Those are discussed in contrast with the findings of other researches 
so far. 
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2 Theoretical background 

The main purpose of this chapter is to define the core terms which are necessary for a correct 
framing of the problem space. This is also necessary for limiting the overall scope of the thesis, 
since trust, as a construct on its own, includes many different aspects and variables which play 
a role in trust establishment and maintenance. Similarly the area of user experience design is 
very wide and therefore needs to be narrowed down. Following chapters will cover the topics of 
e-government, the subpart of e-health, trust, user experience, and the important links between 
these concepts.  

2.1 E-government 
As part of the digital transformation of the world, e-government (or electronic government) has 
become the new, digital version of government services. One official definition of e-government 
from the United Nations’ (2018) yearly survey describes it as: “the use and application of 
information technologies in public administration to streamline and integrate workflows and 
processes, to effectively manage data and information, enhance public service delivery, as well 
as expand communication channels for engagement and empowerment of people". In other 
words, it is the use of Information and Communication Technologies (ICT), and especially the 
internet, to provide access to government information and services. (Aljazzaf, 2019)  
 
As the broad definition implies, e-government is not just one specific service or website. In fact, 
e-government can be said to have several different types, and different studies have used 
different ways to divide these types. One approach could be to look at who the user of the service 
is, which would then divide it into four different parts: Government-to-Citizen (G2C), 
Government-to-Government (G2G), Government-to-Business (G2B), Government-to-
Employees (G2E). (Aljazzaf, 2019) It can also be viewed from the perspective of the purpose of 
the service, which could divide it into the following parts: information services, two-way 
communication, transaction services, and participation services. (Kumar, Sachan, & 
Mukherjee, 2017) 
 
E-government can be distinguished from the more common concept of e-commerce along the 
three major areas where they differ: access, structure, and accountability. In addition to these 
it is important to mention the difference between the relation to their customers. Where the e-
commerce is allowed to choose whom to target and how their customer profile should look, the 
e-government agencies are bounded to provide their service to the whole population. (Carter & 
Bélanger, 2005)   
 
For the scope of this project, the focus will be on the Government-to-Citizen part. The system 
that will be the subject of the study can be reached by citizens, either by being open information 
system or system behind log in which is accessible with a personal account by any citizen. The 
specific subpart of e-government that this study will explore is that of e-health, information and 
transaction service in connection to healthcare. 

2.2 E-health 
E-health services are a section that can be a part of either e-government services or a private 
sector, though this study will focus on those connected to an e-government. As a sub-part of e-
government systems, e-health shares many characteristics of e-government systems and many 
of the models can therefore also be used here. Though there are also some specific 
characteristics for the e-health section that are important to keep in mind. In this thesis the e-
health is understood in the context of European settings, where health services are typically not 
promoted as a business but more as a functioning necessity of each country. This could be in 
contrast with studies conducted for example in USA. 
 
E-health services can be both online sources for information on health questions, as well as 
services connected to the user’s real-life health service. Just as with other e-government 
services, it has become more and more popular, and may be beneficial to both users and health 
care providers. The services can allow for delivering better personalized advices and in return 
better and more effective health care. (Sbaffi & Rowley, 2017) 
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However, with such a sensitive topic as a person’s health, the quality of the information and the 
trust in the services are important factors to consider. Users need to know that they can trust 
the information to be correct and that they will be able to interpret and use the information or 
service in a correct way. (Beldad, de Jong, & Steehouder, 2010) When uncertainty or risk is 
present, the trust acts as an essential element of that relationship. (Bélanger & Carter, 2008) 

2.3 Trust 

Trust can be defined in a few different ways, depending on the context. At its core it represents 
what allows people to accept vulnerability and expect positive intentions from others. In the 
real world, this is usually something that is built between people. However, in the online 
context, where no such personal interactions occur, the formation of trust works with some 
differences and its establishment is even more crucial. (Nourallah, Strandberg, & Öhman, 2019) 

The definition of online trust is usually similar to the definition of trust in traditional face to 
face environment, but online trust mostly deals with the one-way trust that is the direct result 
of the online environment and its characteristics. Aljazzaf (2019) for example defines online 
trust as “the willingness of the trustor to rely on a trustee to do what is promised in a given 
context, irrespective of the ability to monitor or control the trustee, and even though negative 
consequences may occur”. Similarly, Beldad, de Jong and Steehouder (2010) describe online 
trust as the connection that happens between a user or customer and a business through their 
website. They also describe online trust as the user’s belief that the website, and through the 
website the business itself, is reliable.  

Among all those different definitions, regardless of the environment, the common part is the 
“willingness to be vulnerable”. (Yi et. al., 2013) Trust also impacts such a core concept as 
credibility. Credibility can in this case be defined as “a characteristic defined by reader’s 
judgments, (...) not necessarily equivalent to the actual quality of the information, such as its 
accuracy or truthfulness”. (Sbaffi & Rowley, 2017) Therefore it can be argued that trust is a 
better predictor for credibility than the information architecture or the quality of the content 
on its own. 

Trust is mostly needed in situations or contexts that can involve risk or perceived risk, for either 
side of the interaction. (Seckler et. al., 2015) In the online world, and especially in e-commerce 
and e-government environment, this is a situation that users can often find themselves in. In e-
commerce, this is a well-known and well-studied area, but it is also a very important area in e-
government environment. (Nourallah, Strandberg, & Öhman, 2019) In the context of e-health, 
despite its already stressed importance, it is an even less studied phenomenon. Trust helps the 
users to feel comfortable and therefore use the website, but it can also make them more willing 
to share personal information, something that is an essential part of both e-commerce and e-
government. (Seckler et. al., 2015)  

The forming of trust online can be affected by many different factors. It can be built on 
reputation or previous experience, but for new users it will also have a lot to do with the 
performance and appearance of the system. Performance, since the website needs to work as 
expected with minimal risk of errors, but also appearance since the first impression can have a 
big impact on the user’s initial opinions on the system as well as the organization behind it. 
(Beldad, de Jong, & Steehouder, 2010) 

Another factor to keep in mind, even though it is hard to measure, is disposition to trust. 
Disposition to trust is defined as person’s propensity to trust others. It consists of two core 
concepts faith in humanity and trusting stance. Both of those have to be taken into account 
when the formation of trust is the focus. (Bélanger & Carter, 2008) 

The main reason why more focus should be given to the trust in relation to e-services can be 
summarized in the claim, that users will only use those services that they find trustworthy. 
Therefore, trust represents crucial variable for adaptation of e-government and e-health 
systems. And since the trust can be also defined as an expectation of a person that the promise 
will be fulfilled, in other words that the organization can be relied upon, the connection can also 
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be drawn between trust in the e-government system and the government itself. (Bélanger & 
Carter, 2008) 

In this study, the focus will be on the aspects that can create initial trust. As the research of Yi 
et. Al. (2013) presents, the initial trust is understood as formation of a trust in a relationship, 
where the user does not have affective bond nor credible information about the information 
provider. The initial trust is important for both lowering perceived risk of using a system where 
the user does not have any previous experience, as well as heightening the chances that they 
will choose to use the e-government service instead of its traditional form, if those two options 
would be offered simultaneously. (Zhou, 2012)  

2.4  User experience design 
The concept of User Experience (UX) can include a lot of different elements. In the broadest 
sense it consists of all the aspects of a user’s interaction with a product. (Downey & Rosales, 
2012; Garrett, 2011; Norman & Nielsen, 2020; Unger & Chandler, 2012) While some definitions 
of UX limits it to the experience created during the situation of using the technology, the general 
consensus is that the elements of UX exceeds that limitation. (Hassenzahl, 2013) For this study 
however, the focus is on the technical element of a user experience. Aspects such as 
surroundings and personal encounters with the organization will not be included. While the 
excluded aspects can influence the outcome of the study, it is outside the defined scope to 
account for and control those variables. 
 
UX design can be understood as a technique for designing a product for a specific experience. 
This concept can include many aspects of the design journey. The overarching goal is to design 
for making the product as useful, engaging, and aesthetically pleasing as possible. (Hassenzahl, 
2013) A successful UX design process should take into account both the functional and aesthetic 
aspects of the product, and make sure they work together in the context of the user’s goals. 
(Garrett, 2011) 
 
As it is a wide subject, user experience can be divided in different ways to easier understand the 
different aspects of it. One such division is made by Garrett (2011), where he divides the 
different aspects of UX design into different levels, according to their abstraction level in 
connection to the finished product: 

• Strategy 

• Scope 

• Structure 

• Skeleton 

• Surface 

The Strategy level is understood as the most abstract while the Surface level is the most concrete 
on the other side of the spectrum. Out of these levels, this study will be focusing on the Surface 
level.  

2.4.1 Surface level UX design 
Garrett (2011) describes the elements in the surface level of UX design as those you will first 
notice on a webpage. These are, as mentioned above, the most concrete details in the design 
journey being directly connected to the end appearance of the website, which affects most of 
the first impressions of its visitors. 
 
The purpose of UX design at this level is to look at the aspects that create the sensory experience 
of the final product. As a website is very much a visual experience, the visual part of the sensory 
design is the most important for web design, as well as for the UX design. While lower levels on 
Garrett’s scale will determine the scope of the website, such as the information to be included, 
and the structure of the navigation, the surface level is about how these elements are visually 
presented. For this, there are four important categories to look at (Garrett, 2011): 
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• Contrast & uniformity 

• Internal & external consistency 

• Colour palettes & typography 

• Design composition & style guides 

Contrast is according to Garrett (2011) the most important tool for the design to draw user’s 
attention to the right elements. This can be both for the purpose of helping users find the 
important information, as well as to communicate grouping of elements. An effective way to do 
this is to use colours, but differences in fonts and typography are also a good way. Uniformity 
is closely connected to contrast, but for uniformity the focus is to make sure that the design 
choices do not overwhelm or confuse the users. This concept is focusing on using the same 
design of layout and elements, regardless of where on the website they are.  Using the same base 
layout for the website, the same size of buttons and predictability of the product are good 
examples of how to maintain uniformity. 
 
Internal and external consistency are two related categories that are focused on keeping the 
design choices consistent, as to not confuse the user. The internal consistency is concerned with 
keeping the same design approach and choices for the whole website. External consistency on 
the other hand aims to keep a design approach for the website in line with other websites from 
the same company or within the same field. (Garrett, 2011) 
 
Colours and typography are important tools for communicating the brand identity, as well as 
creating the right feel of the website. These aspects can also play an important role for the design 
decisions in previous categories. When it comes to colours, the choices made can for example 
help with drawing attention. Though the chosen colour palette should also take into account 
the usability and feel of the website. Similarly, typographic choices can help to communicate 
brand identity, as well as communicating differences in text elements, through for example 
contrast. 
 
Lastly, the surface level deals with design composition and style guides. The composition is 
about how all the previous parts come together on the website. It shows the overall feel of the 
design, if everything works together or if there is something that needs to be changed. The style 
guide is the documentation of all previous design decisions on this level. It is the tool that should 
be used for continued work on the website. As this is more a tool than a design component, this 
study will not take the style guide into account. All other elements will be kept in focus of the 
method design. 

2.5 Trust through user experience design 
As discussed above in connection to the definition of trust, the creation of trust can be 
influenced by a wide variety of factors. One section of these factors is the UX of the website.  
 
This phenomenon has, as discussed before, been more studied in the area of e-commerce than 
in that of e-government. Kumar, Sachan, and Mukherjee (2017) describe the importance of a 
good user experience to establish trust for an e-commerce actor. Other researchers have talked 
about the user-friendliness and the importance of following the principles of good UX as 
important aspects of creating online trust. (Müller et. al., 2018; Seckler et. al., 2015) More 
specifically, aspects identified were for example the perceived ease of use of the service, 
usefulness, and quality of the website. (Aljazzaf, 2019; Beldad, de Jong, & Steehouder, 2010)  
 
Ease of use is something that has also been looked at in connection to e-government services, 
where it was identified as an important factor both for the adaptation of these types of services 
and satisfaction of their users. (Okunola & Rowley, 2019) One possible explanation for the 
importance of this factor is the minimization of user errors, as more errors could lead to higher 
levels of distrust. (Beldad, de Jong, & Steehouder, 2010)  
 
In more specific terms, when it comes to ease of use Beldad, de Jong and Steehouder (2010) 
found that some of the most important aspects of a website were the structure, design, and 
overall organization of the content. The visual design and structure of a website have also been 
found to be important for creating trust overall. (Seckler et. al., 2015) Other aspects found to be 
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important are for example navigation, accessibility, and quality of the content. (Okunola & 
Rowley, 2019; Seckler et. al., 2015)  
 
For the specific area of e-health, Sbaffi and Rowley (2017) conducted a study where they 
gathered some of the most commonly examined features for influencing trust in a website. 
Some of the features they found to positively influence trust were: clear layout, interactive 
features, quality endorsement, authority of author, ease of use, readability. They also found 
some features that negatively influenced trust: advertisements, boring layout, no navigation 
aids, complex information. The features affecting trust negatively were in general less explored. 

2.6 Trust in e-government & e-health 
While the concept of trust and how to create it online is well established in the area of e-
commerce, it has been less explored in the context of e-government. It is nonetheless important 
in this area. (Zahid & Din 2019)  
  
Links have been found between trust in the e-government services represented by websites and 
their successful adoption, as well as the willingness from users to continuously use the service. 
(Aljazzaf, 2019; Zahid & Din, 2019; Okunola & Rowley, 2019) Also, in the more specific case of 
e-health, some studies have drawn similar conclusions about the importance of trust in 
adaptation and continued usage of these services. (Beldad, de Jong, & Steehouder, 2010; Sbaffi 
& Rowley 2017)  
 
Other researchers such as Rowley, Johnson & Sbaffi (2015) found that the style is the most 
prominent factor in judging e-health system’s trustworthiness. In this case the style is 
understood as the way the information is presented and written. This includes the information 
structure, how easy it is to understand it as well as the visual presentation. 
 
According to research conducted by Fergie, Hunt & Hilton (2013), apart from the ease of use, 
other aspects that are also commonly used by users to evaluate the website they are about to 
use are the URLs, logos and organization information pages. This research also stresses the 
importance of presentation of visual appearance, as the previously mentioned researches did. 
 
Some connections have also been found between usefulness and trust in the context of e-
government. Both can be the determining factor for whether the user will continue to use the 
service, but they are also connected in a sense that usefulness of the website can help building 
better trust relationship. (Saeed, Ramayah, & Mahmood, 2018) In connection to this, the design 
and content features of the website have been found to have some relation to the forming of 
trust in the context of e-health services. (Sbaffi & Rowley, 2017) However, there are still parts 
of this area that needs more exploration, as some of the earlier studies point out. (Beldad, de 
Jong, & Steehouder, 2010; Sbaffi & Rowley 2017)   
 
Trust can be also tied to the existing Technology Acceptance Model as the perceived usefulness 
and perceived ease of use are the factors which influence the attitude towards the system the 
most. This attitude then influences the behavioral intention to use the system and that 
reciprocally manifests in the actual system usage. (Carter & Bélanger, 2005) And since the ease 
of use has already been identified as an important construct, it can be argued that a system that 
will be perceived as easy to operate is more likely to be used. (Kim, 2014) 
 
From this literature overview, the conclusion can be drawn that this research area does not have 
united results when it comes to the aspects influencing trust formation. In general, there are 
several areas that are being shared by different researches, such as the ease of use and appealing 
layout. The other features are varying wildly and need to be united.



Method and implementation  

13 
 

3 Method and implementation 

The aim of this study was to look at e-health websites from the perspective of the surface level 
of user experience design, and to interview first-time users of these services. More specifically 
the focus was on how the e-health system shapes participant’s experience, which is one of the 
common areas of research focus in Human Computer Interaction studies. (Blandford, Furniss 
& Makri, 2016) 
 
To start with, this was done by creating a prototype of the website with which the participants 
performed pre-defined tasks, while using the think-aloud method. The performed tasks were 
meant to serve as a conversation starter to make the participants start thinking about possible 
issues, and also served as a source of inputs for the semi-structured interview that followed. The 
interview covered aspects brought up during task performing, as well as more general questions 
about the aspects of user experience and trust.  
 
The specifics of how this was implemented is presented in this chapter. Both the theory and the 
implementation of the methods will be described, starting with discussing the choices of 
research approach, design and method. This is followed by a chapter representing the 
development of prototype and choice of tasks. Then the recruitment of participants is explained 
and described. After that, the use of the two data gathering methods, task performance with 
think-aloud and semi-structured interviews, will be explained more in depth. Lastly, the 
analysis method for the gathered data is presented. 
 
As the pilot testing heavily influenced almost every used artifact and the approach to each step 
of this study, all affected chapters end with summary of improvements that were implemented 
after pilot testing. 

3.1 Research approach 
Out of the three mayor research approaches, inductive, abductive, and deductive, this study is 
taking the inductive approach. While the deductive approach focuses on testing a hypothesis, 
the inductive approach is more concerned with hypothesis and theory generating. (Williamson, 
2002) An abductive approach on the other hand, takes some parts from both of the previous. 
(Merriam-Webster, 2020) 
 
The deductive approach starts with general rules and uses reasoning to form a hypothesis on 
what will happen in a certain case. (Williamson, 2002) It is mainly connected to hypothesis 
testing studies and methods, and has a big focus on quantitative data. As it is concerned mainly 
with hypothesis testing, one important characteristic of the study is often the generalisation of 
the findings. (Saunders, Lewis, & Thornhill, 2009) The abductive approach also contains the 
method of explanations through drawing conclusions, but in this case the conclusion is drawn 
from a pre-known sample of known information. (Merriam-Webster, 2020) It is a non-
deductive approach, which means that it starts with collecting the sample, and not with creating 
the hypothesis. It is however different from the inductive approach, as the abductive approach 
can use a very small sample and through logical rules draw conclusions. (Flach & Kakas, 2000) 
 
Inductive approach is on the opposite end of the scale from the deductive. An inductive 
approach starts with finding the data, and from that creating general principles. (Williamson, 
2002) The aim is to find the most likely explanation or conclusion, given the existing set of data. 
It is however not using logic to take any further leaps away from the data, as with the abductive 
approach. (Davidson, 2019) 
 
As it is about starting with data, and then from them drawing conclusions, the inductive 
approach is more closely connected to hypothesis and theory generating rather than the testing 
of these. (Williamson, 2002) This means that it has a bigger focus on qualitative data, with the 
aim to explain more than to generalize findings. Often this will mean using a smaller sample, 
but looking deeper instead. (Saunders, Lewis, & Thornhill, 2009) As one of the aims of this 
study is to start from the beginning to create new theory on the subject, this is therefore a 
natural approach to take. 
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The ability to dig deeper makes the inductive approach more fitting for exploring reasoning and 
explanations than the other two. It is therefore fitting for studies exploring why a certain 
phenomenon is happening, as well as describing it in more depth. In particular, studies 
exploring human opinions and feelings, including the reasoning behind can benefit from an 
inductive approach. It does not have to be about exploring a completely new concept, it can also 
be about understanding topics with little or non-unified previous data. (Saunders, Lewis, & 
Thornhill, 2009) As the second research question for this study is concerned with finding the 
reasoning and explanation behind people’s feelings towards a system, this again makes the 
inductive approach suitable for this study.  

3.2 Research design 
There are three major categories of research designs: exploratory, descriptive, and explanatory. 
The exploratory design, as the name suggests, aims to explore a phenomenon to find out both 
what is happening and examine it from a new perspective. Descriptive research on the other 
hand has the main goal of accurately describing a phenomenon and creating an accurate profile 
of it. Lastly, explanatory design aims to study the relationship between variables and tries to 
explain that relationship. (Saunders, Lewis, & Thornhill, 2009) 
 
As the purpose of this study is to explore the above defined area of e-health in order to find a 
more unified view, the research design will be that of exploratory research. The exploratory 
design is an inductive research approach, which is fitting for this kind of study where the goal 
is to explore the problem area. (Williamson, 2002) Both the inductive approach and the 
research design of exploratory studies are closely associated with theory generating, which is a 
part of the purpose of this study. (Stebbins, 2001; Williamson, 2002) 
 
Because exploratory research has the end goal of theory and hypothesis generating, it often 
starts with little to no pre-defined framework or theory. Basic and well-established theories and 
concepts within the field can be used, as to not reinvent the wheel all together. However, there 
is often a lack of research and theories for the more specific topic in question. (Stebbins, 2001) 
It is often a base point on which further research can be built, where the aim is mainly to 
generate knowledge that can then be studied further. (Williamson, 2002)  
 
As part of the theory-forming attribute, exploratory research often aims to discover and 
understand factors of human behaviour. It can try to find explanations and underlying factors 
for behaviour, not only for those that are already known, but also for those that are new and 
emerging from the research. (Stebbins, 2001) 

3.3 Research methods 
The two major categories of research methods are the qualitative and the quantitative, but there 
is also the approach of using mixed methods. For qualitative methods, the focus is on getting a 
deeper understanding, often with focus on theory creation and reasoning. The data is therefore 
from a narrower sample but can describe the phenomenon in greater detail. Quantitative 
methods on the other hand, often have a focus on testing theory and getting generalizable 
results. The data is therefore often from a wider sample, but not as detailed. In the case that the 
study would require methods from both categories, mixed methods can be used, as to cover 
both aspects better. (Blandford, 2013) 
 
For exploratory studies, qualitative methods are the most common to use. (Stebbins, 2001) 
Qualitative research is also the approach that is most often used in user research to understand 
the users, their behaviour, needs and thoughts. (Blandford, 2013; Moran, 2020) Again, this 
description also fits the goal of this study well.  
 
Through the qualitative research’s focus on creating theory and getting more complex data, it 
can be used for understanding the reasons behind a phenomenon or the bigger picture, but it 
can also be a beginning of exploring an entirely new phenomenon. (Blandford, 2013) As 
discussed in the purpose description, this is exactly what this study is dealing with, the 
exploration of a phenomenon to develop a basis for future research.  
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The goal of using qualitative methods is usually to explore different areas to discover how things 
work, find problem areas or understand the reasons behind a concept. (Moran, 2020; Williams, 
2002) Specifically within the Human Computer Interaction, qualitative methods are described 
as useful for understanding the use of technology and its users. (Blandford, 2013) The second 
research question, the exploration of reasons behind formation of trust, can also fit well as a 
qualitative approach. Rowley, Johnson and Sbaffi (2015) argue that a qualitative approach can 
be a good way for better understanding of how trust is formed in different settings.  
 
An approach to qualitative research, that is also suitable for the exploratory work that user 
experience research entails, is semi-structured qualitative studies. Blandford (2013) defines 
semi-structured qualitative studies as a “qualitative approaches, typically involving interviews 
and observations, that have some explicit structure to them, in terms of theory or method, but 
are not completely structured”. Within the field of user experience, the semi-structured 
approach has two main roles. An understanding of user needs, their behaviour and evaluating 
existing technology. Combined, this makes it well fitting for exploring users and their reasoning 
in a way that can be useful to the researcher. (Blandford, 2013) 
 
As the name implies, semi-structured approaches are defined by having some structure to them, 
but not completely rigid frames. There is a structure to how the study will be conducted, but 
there should be room to explore further if necessary and let both theory and method evolve if 
needed during the study to give better results. (Blandford, 2013) As it fits well with the purpose 
of this study, this is the approach that will be used. More on the implementation of the semi-
structured interview can be found in chapter 3.2.3. 

3.4 Prototype development 
As a first step of preparation for the data collection, a prototype of an e-health service was 
created. The prototype was used for the first part of each interview session, to enable the think-
aloud method and to gain inputs for the semi-structured interview that followed. The prototype 
also helped the participants to start thinking within the area of e-health. Details of the usage 
can be found in the next chapters. 
 
For the design of the prototype, which can be seen in Appendix 1: Prototype, inspiration was 
drawn from a number of currently existing Swedish e-health services, mainly the following: 

• 1177.se 

• apoteket.se 

• apotekhjartat.se 

• doctor.se 

• kronansapotek.se 

• kry.se 

The decision to take this approach was due to two main reasons; firstly, the current situation 
with the international pandemic, and the strain this has put on health care providers, did not 
allow a cooperation with actual e-health service providers for this project. Hence, it was not 
possible to use a functioning system and get access to potential dummy accounts that would 
need to be used, the latter would be needed since using a private account would not be desirable 
due to the sensitive nature of personal health information. Secondly, since part of the aim for 
this study is to focus on initial trust, a service that is not currently widely used has its 
advantages, as this would lessen the chance of participants recognizing certain parts of the 
website. 
 
As mentioned, for studies that can contain sensitive data it is very important to think about how 
tasks and prototypes will be formatted around this. As health care systems can contain both 
personal information of the users as well as specific information about their health status which 
they might be hesitant to share, it falls into this category. In such cases, using anonymised or 
fake data is always recommended as much as possible. (Laubheimer, 2019) All data used for 
this prototype were therefore fake but realistic. No parts of the participant’s personal data were 
used.  
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The basic structure of the prototype was mainly influenced by the system of 1177.se, including 
its subsystem of e-services. This system was chosen because of its status as the currently biggest 
centre for health information, which is government administered. Its complexity and variation 
of services provided, some which cannot be found anywhere else, made it clear, that some 
changes would have to be done. For the prototype, the main organization structure of this 
system was kept, though reduced on some parts of the menu and submenus. This was done to 
simplify it for the users, since the system is a very big one to begin with, and for this study only 
a few parts would suffice. The details of the health information were also kept but translated to 
English. As no one involved in this project is a health professional, and to keep the overall 
professional feel of the prototype, it would be outside of the scope of this thesis to recreate these 
content parts. Shorter texts on the other hand, such as news highlights and labels, were 
replaced. Pictures were also swapped with photos from free picture stocks which do not require 
attribution, as attributing the author on the website would add an undesirable new element. 
 
For the colour scheme, inspiration was mainly drawn from different pharmaceutical services, 
such as apoteket.se and apotekhjartat.se as they were not too close to the original red colour 
palette of the original system. For the fonts, these were kept close to the original, as they were 
keeping up with standards and were consistent throughout all the different services looked at. 
 
As mentioned above, one of the more specific changes done was the simplification of the main 
menu. Among the services used for inspiration, there was a consistent usage of simpler version 
of the main menu than the one used for 1177.se, which strengthen the decision for this change. 
Some examples of this are apoteket.se and kry.se. For the submenu in the information part of 
the prototype, which can be seen in Figure 17 and Figure 20, the original card-menu was 
exchanged for a more common list type side menu. While the card version could only be found 
in the original, the list style can be seen for example at the e-health services kry.se and doktor.se. 
For the part of the system which is behind log in, see Figure 23 to Figure 33, the main structure 
was again kept, but the design of both the menus and main information were adapted to a more 
card-based layout. This choice was inspired mainly by apotekhjartat.se and kronansapotek.se, 
which are offering similar services to the pharmaceutical services of 1177.se. 
 
A common design choice for longer information pages, such as Figure 21 and Figure 22, is the 
inclusion of a sidebar with additional information, either connected to the page in question or 
the webpage as a whole. Some examples of this can be found on the websites of apoteket.se, 
doktor.se and kry.se. While this was not used in the original design, since it was a common 
design these types of elements were added to the prototype.  
 
Apart from the inspiration from different e-health services, the aspects of surface level user 
experience design, as described by Garrett and discussed in chapter 2.4.1 Surface level UX 
design, were also taken into consideration. As this was the main aspects to look at, it was 
important that these were represented in the prototype.  
 
For the contrast aspect, highlighting of important information was used to draw the 
participants attention. This was mainly done on the information pages, see Figure 18 - Figure 
19 and Figure 21 - Figure 22, but to some extent was also already used in the original layout for 
the whole website, for example for the menu. In the information pages, the structure and colour 
choices for the headings were already well used for highlighting different levels and 
information. An extra section was added in the beginning, which was highlighted in a different 
colour, and which contained a summary of the text. For some new elements that were added, 
the different colours for headings etc were also used again. The uniformity was taken into 
account both for the redesign of existing elements, as well as added elements. It was important 
to make sure that similar elements would work in similar ways, and that the layout of things 
should not confuse the user. While not much was changed for this aspect, it was more a focus 
for the interview guide, which will be discussed more later on. 
 
When it comes to the internal consistency, there were already some issues on the website. For 
the original design, some pages on the signed in part of the website did have quite different 
design from the main one, as they were likely considered almost different websites altogether. 
While some parts were changed for better consistency in the prototype, some pages were kept 
on purpose with a different design, see Figure 26, Figure 27 and Figure 28. This was done to 
make it easier to see the participants reactions to these deviations and give them a clear example 
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to consider for the interview questions. The external consistency was however kept more, as 
changes in this would have had to cover a bigger part of the websites design, and therefore could 
clash more with the participants focus on other aspects of the design. By using many different 
e-health services, it was aiming to keep it as consistent as possible with existing design choices 
in the field.  
 
As mentioned before, the colors and fonts were taken from existing services. In theory, this 
should mean that they have been working for real services, and therefore would be a better 
choice than trying out some completely new ones, which could also clash with previously 
mentioned design aspects.  
 
Finally, the design composition is the most abstract of these design aspects, and therefore a bit 
harder to design specific elements for. However, it was kept in mind for the overall design and 
was also focused on more in the following interview. 
 
For the purpose of creating a usable prototype, the program Adobe XD was chosen because of 
its rich features. The program does bring some limitations in form of restricting what can be 
recreated and therefore some functionality is lost. To minimize the effect of this, pilot tests were 
conducted to test out both the prototype and tasks, as well as the interview guide, the latter two 
which will be discussed more below. The prototype was also tested by users separately after the 
changes from the pilot testing were made, as to again get a confirmation of the usability of the 
prototype.  
 
For keeping the study consistent the language of the mockup is English. Despite Swedish having 
the advantage of being easier to process by Swedes, it would put on participants unnecessary 
cognitive burden as they would be forced to read in Swedish and communicate with researchers 
in English. This also means that the translation, and the possible interpretation bias that can 
come from that, is kept to the mockups where the exact language is not in focus. The alternative 
of instead translating the obtained data would mean higher risk of misinterpretation affecting 
the transcription or analysis of the data, where interpretation mistakes would have bigger 
impact. The user experience of participants can be influenced by using English, but since one 
of the authors is not a native speaker, this limitation had to be embraced. On the other hand, 
Sweden is well known for their high levels of English speakers and therefore it should not be a 
big obstacle for participants if they are kept consistent in using one language. 

3.4.1 Task development 
The purpose of the tasks that the participants carried out is not that of a user testing per se, 
even if it does include exploring a prototype of a website. For user testing, the purpose is often 
that of finding out where users find problems on a website, as to improve the design of that 
website. (Unger & Chandler, 2012) In this case, the tasks were instead a way to get the users 
familiar with the topic and to give them an aid to start thinking about the themes of the study. 
This is a method design that has been proven useful, among other, in a study performed by 
Fergie, Hunt & Hilton (2013). The idea of this method focuses on giving the participants an 
opportunity to start thinking on their own, before involving the researcher, and thereby 
potential exposure to the researcher’s pre-existing ideas and vocabulary.  
 
Another study that had success in combing task performing as a part of an interview was Yi 
et.al. (2013) In their study, they had participants carry out tasks on an e-health website, to get 
the participants familiar with the website as well as to get first impression comments from 
them, which was then followed up with participants answering questions about the experience 
in a survey. This is also the approach of this study. 
 
When creating tasks for user testing or interaction of any kind, it is important to base the tasks 
on actions that users would need to perform in real life with the system. The tasks need to feel 
realistic in order to get accurate data from the users in the study and it also makes it easier to 
set the scene for the user. It is a good practice to start each session with explaining both the task 
and the situation to the users, and the more realistic it is the easier it will be to get the user 
onboard with it. (Moran, 2018) 
 
For the choice of tasks for this study, it is important to acknowledge that the authors are not 
domain experts on what an appropriate representative task for the field of e-health would be. 
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Therefore, a list of common tasks presented by 1177.se for their website was used as inspiration 
when creating the tasks for this study. Out of their 11 listed tasks of what users can do when 
they log in to their service, two were picked that together cover a wide part of the website. In 
addition to that, two more generic information searching tasks were created to focus on the 
public information part of the website. The first two tasks were about looking up information 
in personal medical records and renewing prescriptions, while the last two were about looking 
up information for different symptoms and procedures. Together those tasks aimed to 
represent a good spectrum of what users might need to accomplish with the system during 
various events and possible health issues in their life. In preparation for the task performing, a 
document including description of the tasks with background information was prepared to be 
sent to the participants to guide them through attempting to fulfil those tasks. For review see 
Appendix 4: Tasks description. The choices of tasks also naturally influenced the development 
of the prototype, as the choices of tasks were key to decide what part of the website to include 
in the prototype.  
 
After the pilot testing small changes were done to the Tasks descriptions. Those changes were 
mostly concerned with stressing the possibility of arriving at dead ends, since the prototype 
does not cover all available possibilities. Focus was also on more explanations of the process of 
the think-aloud, such as stressing, that the interviewers will not interrupt and that the 
participants should move from task to task whenever they feel like. The details on the think-
aloud process will be described in more details below. Finally, the word mock-up was 
substituted for prototype as it might be easier word to understand. 

3.5 Participant selection 
Even for organizations which are targeting all possible users, as is the case for government and 
health organizations, it is important for user research to establish some kind of definition of the 
audience to be able to get the right results. Without any definition of who the users are and what 
groups exist, the research results run the risk of being biased or incoherent. The bias could 
easily come from having participants that are too similar, which is a risk if different user groups 
and their characteristics are not defined. To get a good representative sample for user research, 
first step must always be to define the users and their needs. (Whitenton, 2019) 
 
For a larger audience, a good starting point for defining groups and their characteristics is to 
look at the actual behaviour and need, not necessarily their demographics as is common in other 
areas. Dimensions such as purpose and frequency of use are good starting point for this 
examination. (Whitenton, 2019) With these characteristics in mind, it is then easier to choose 
the appropriate sampling method for the gathering of participants. A popular sampling 
technique within both qualitative research and the Human Computer Interaction field is 
purposeful sampling, where the focus is to get a representative sample with regards to 
important metrics. (Blandford, 2013; Williamson, 2002) The technique is useful for studies 
where the sample is smaller, as is often the case in qualitative studies, but where it is still 
important to cover specific user characteristics or user groups. Though it can still be hard to 
make bigger generalizations from the sample, it is a useful way to still get the data as 
representative as possible for the first exploratory steps. (Williamson, 2002) 
 
As the purpose of this study is to look at initial trust, the most important characteristic for the 
participants is that they are first time users of the system. However, within the group of first 
time users there are still people with different levels of proficiency with internet in general, 
which is one aspect that was looked at during the recruitment of the participants. There can 
also be different pre-existing levels of trust in the internet, as well as trust in the government 
and health services in general. While the focus on first time users should avoid pre-existing 
trust in the website itself, those other trust aspects might still have effect, and we will therefore 
try to get participants varying in those characteristics if possible.  
 
When it comes to the size of the sample, a general guideline for qualitative testing is to use 
around 5-8 participants as a minimum. (Moran, 2020) The exact number will differ between 
different studies, and will depend on different factors such as saturation, feasibility, and 
standards. There needs to be enough participants to cover relevant information, but once the 
information starts to get saturated, adding more participants will not substantially improve the 
results. Though it is also good to follow general standards within the field and keep the 
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feasibility within the scope of the project in mind. (Sharp, Preece & Rogers, 2019) For the scope 
of a qualitative master’s project, the outcome should usually be around 10-15 hours of audio 
data, which is typically the most that is manageable within the time frame of the work. 
(Blandford, Furniss & Makri, 2016) 
 
For this study, the aim was to get around ten participants for the interviews. This is both to 
cover the recommended minimum, but also to cover more of the different participant 
characteristics. With the plan of having each session around an hour, this would also 
correspond well with the recommended amount of data for this kind of study.  
 
For gathering participants, a form was created that was spread through social media, see 
Appendix 2: Participant form. In this form, potential participants filled in their interest to 
participate as well as answered some background questions. These background questions 
served the purpose of finding people from the different user groups, to try to cover as many of 
the characteristics as possible. To make sure the focus on initial trust was kept, information 
about the participants previous experience of e-health were covered. It was important that the 
participant was not too familiar with any of the systems used for inspiration to the prototype, 
as this would make the risk higher that they would recognize some parts of it. The questions 
also covered the other important characteristics, such as the participant’s level of proficiency 
with internet, as well as level of trust in internet, government and health services.  

3.6 Think-aloud 
As a part of task performing, or user testing, the think-aloud method is a common way to get 
the participant thinking and talking about their thoughts during the process. It can be 
important during user testing to not only see what the user is doing, but also to understand why 
certain things occur and what the user is feeling and thinking about the different aspects. 
(Olmsted-Hawala et al., 2010) This is therefore a useful technique for getting the participants 
initial and spontaneous reactions and thoughts, that run the risk of being forgotten or 
disregarded in following interviews. (Müller et.al., 2018)  
 
For think-aloud, a core part is to let the participant’s thoughts run as freely as possible, with 
minimal interruption from the researcher. (Blandford, 2013) In some cases, it can be necessary 
for the researcher to ask questions, to better understand something the user is saying or doing, 
but it should, if possible, not disturb what the user is doing. (Blandford, Furniss & Makri, 2016) 
Though as the original guidelines from Ericsson and Simon (1993) state, the verbalizations 
should not take on the participant’s long-term memory. They recommend sticking only to Level 
1 and 2 verbalizations, which should be used if some participants might need a little more 
encouragement to speak out loud. As an example of those verbalizations is the prompt “Keep 
talking” as it does not move the focus of participant nor require direct answer or mental 
processing. For the participants that need more prompts, it is important to continue to 
encourage them to keep talking freely, as if they were only talking to themselves. (Blandford, 
2013) It can also be good in those cases to keep giving encouraging cues, such that would be 
given in a normal conversation but refraining from asking questions and stating opinions. 
(Olmsted-Hawala et al., 2010)  
 
As stated, the language of the whole study was English, therefore think-aloud was performed in 
English as well. This included both the given instructions and the participant’s speeches. To 
follow the original think-aloud protocol as much as possible, this part of the study was 
conducted with as little interruption from the researchers as possible. Instructions were given 
to participants at the beginning in written form, as to allow them to go back to it if needed, and 
all their concerns were addressed before the actual think-aloud began. During the performance, 
the researchers were only allowed to give assuring prompts such as “Hmm” or in case of 
prolonged period of silence encourage the participants to action “Please keep talking.”. In the 
case of detouring from following the think-aloud the participants were to be politely asked to 
stick to it. No additional questions about reasoning for specific actions were raised during this 
part, as to not disturb the participant’s train of thoughts, but they were noted down and 
incorporated in the unstructured part of the following interview. 
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The pilot testing made it clear that more precise explaining of the think-aloud method was 
required, especially to reduce the reading out loud from the participants. A few more examples 
were added for the practice before conducting this part. 

3.7 Interviews 
The core part of this study lies within the data gathered from the interviews. User interview is 
a useful method for learning about the user’s thoughts and attitudes, as opposed to their 
interaction with a specific product. (Unger & Chandler, 2012) It is also a fitting technique for 
exploratory studies. (Sharp, Preece & Rogers, 2019) The interviews can be either structured, 
semi-structured or non-structured, and all versions can be a source of rich qualitative data – 
depending on the chosen openness of questions. (Unger & Chandler, 2012) Unlike behavioural 
data about participant’s interaction with presented designs, the data from interview is self-
reported and therefore better for capturing feelings, perceptions and experiences. (Blandford, 
2013; Pernice, 2018) All of these facts make interviews a good fit for this study, where the 
purpose is to explore the participant’s thoughts and feelings about trust and e-health services. 
 
As mentioned previously, semi-structured qualitative methods are particularly well suited for 
exploratory work, as the one in this study. Semi-structured interview is an approach that 
combines predefined questions with more open-ended questions and based on the selection of 
either of those qualitative or quantitative data are obtained. (Sharp, Preece & Rogers, 2019; 
Wilson, 2014) By combining predefined themes and questions with more open-ended questions 
allowing room for adaptation, this approach allows for incorporating the immediate insight 
from the previously conducted think-aloud part of the study as well as better adapting the topic 
of interview in order to fulfil the aim of the study. (Blandford, 2013; Wilson, 2014) 
 
Another advantage of semi-structured interviews is the rich data it can provide. (Williamson, 
2002) It focuses on gathering systematic information about the selected topic while also 
allowing certain degree of freedom in exploration, which is crucial for enabling identification of 
new issues and topics. (Wilson, 2014) As this is also the aim of this study, the approach of semi-
structured interview was therefore used. 
 
The typical plan of conducting an interview has an established structure but it may vary based 
on the needs of researchers. One basic plan was proposed by Blandford, Furniss and Makri 
(2016): 

1. Opening the conversation 

2. Introducing the research 

3. Beginning the interview 

4. During the interview 

5. Closing the interview 

The plan stresses the importance of the whole process before even the collection of data and the 
actual interview begins. It is important to make the interviewed person comfortable and inform 
them about their rights. In bigger studies, some sort of minor compensation for the participant’s 
time is often offered, though in this case it is not possible and therefore some degree of altruism 
from participants is expected. 
 
The structure of the interviews for this study mostly follows the proposed plan presented above. 
At the beginning the introduction was started with the researchers introducing themselves and 
the study with intentionally omitting the sources for the prototype. This was followed by the 
part where the consent with the study was obtained, and the participant is informed about the 
rights to stop participation at any time. The whole consent form can be found in Appendix 3: 
Consent form. During this time, the mockup was also set up as well as the screen sharing from 
the participant. Following that was a briefing about the think-aloud method and how it should 
be carried out. Then the document with task description was sent to the participant to read 
through and get familiar with. When the participant started with the task and think-aloud, the 
voice recording was also started. Once those tasks were finished the actual interview was 
conducted. At an end the participant was fully debriefed, and all their concerns or questions 
were further addressed. For visualization of the steps of this study see Figure 1. 
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Figure 1: Interview session process 

For semi-structured interviews, it is good to conduct them with teams instead of just one 
researcher. Because of their partly unstructured nature, it is good to have one person leading 
the interview and be more involved in the discussion, and then have another person handling 
note-taking and recording. (Wilson, 2014) Being more than one person can also help bring 
another perspective into it, which is useful both for the note-taking and for the later analysis 
and interpretation. Apart from having multiple researchers, multiple recording approaches are 
also recommended. (Sharp, Preece & Rogers, 2019) For exploratory studies, audio recordings 
are especially important to make sure all aspects are captured for later analysis, even those that 
might be missed or overlooked during note-taking. However, note-taking is still a good thing to 
do, both for backup and to be able to write down thoughts about the data right away. (Blandford, 
Furniss & Makri, 2016) 
 
In the case of this study, both researchers were present for all the conducted sessions, with one 
leading the interview and one focusing more on the note-taking and background support. By 
doing this we could more efficiently set up all the necessary software, and make sure that the 
leading researcher was fully committed to the interview. The person not leading the interview 
could then also take additional notes which helped with better targeting the questions for 
unstructured part of the interview, as well as control that the protocol was fully followed by both 
participant and the leading researcher. The interview was fully conducted in English in order to 
keep the communication consistent in one language. 
 
Due to the current health situation around the world, the whole study was conducted online. 
For the purpose of making a videocall, the video conference app Zoom was used, mainly due to 
the possibility of sharing the screen of participant and recording sessions directly within the 
app.  
 
Pilot testing is an advisable tool to ensure that the proposed structure of questions for data 
gathering will yield data that can be analyzed and that it is effectively set. (Sharp, Preece & 
Rogers, 2019) This approach can significantly improve the design of the study and should 
always be used. (Moran, 2018) For this study, two pilot studies were held to gather input on the 
method design. The data from participants used for the pilot testing is excluded from the final 
results of the study. 
 
From the pilot testing it was noted that the interviewers need to guide and steer the 
conversation more in order to gather valuable inputs. The repetition of some questions and 
themes proved also to be desired as it typically brought more thoughts from participants. The 
need to more precisely stick to the formulations and not being scared to give examples was also 
identified. The interview guide was accordingly re-done, details of this are discussed in the 
following chapter. 

3.7.1 Interview guide 
In the preparations for the study, an interview guide fitting for the semi-structured approach 
was developed, see Appendix 5: Interview guide. The structure for the interview started with 
more generic questions at the beginning to overcome the initial barrier and establish an open 
environment for discussion. Then later it moved on to asking more and more specific questions 
and more importantly asking for underlying reasons of previously made decisions and stated 
opinions.  
 
The structure of the interview guide was mainly inspired by the structure for interviews 
discussed in previous chapter, it firstly begins with introduction to the project, as well as the 
different sections and methods that are used throughout the session. For this part, the interview 
guide holds important points that should not be forgotten during the introduction, as well as 
the order for how things should be explained. After the introduction, the participants got the 
tasks to preform, and the think-aloud section of the session was conducted. This part has a short 
section in the interview guide mainly to remind the researcher on suitable prompts to use. 
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However, the most important part of the interview guide was the section with the interview 
questions. This section contains both questions to ask, as well as prompts and notes to 
remember during the interview. Since it was a semi-structured interview, there was also room 
for encouraging further discussions on topics brought up by the participant. To begin with, 
there is a section for progression from the think-aloud section to the actual interview. Here 
some basic questions about the experience were used to break the ice and get the participant 
talking. This section also allows space for questions that showed up during the task performing, 
or to expand on comments made there.  
 
For the next section, the focus moved more towards specific design choices. This is the section 
that is most influenced by the focus on surface level UX design, as described by Garrett (2011). 
As mentioned above, seven of the aspects were used for this study; contrast, uniformity, internal 
consistency, external consistency, colour palettes, typography, and lastly design composition. 
These aspects all had one or two questions each in this section, some more connected to the 
prototype and tasks, some more connected to trust in general. This section did also include 
some more open questions about design aspects and trust, to allow participants to mention 
anything outside Garretts aspects.  
 
This section was the one most focusing on research question 1, and as the nature of this research 
is exploratory a significant part of the interview was also kept open for any aspect that the 
participants identify themselves. Whenever those were spotted, they were further explored with 
additional questions in order to examine them more in depth, which should generate insights 
for research question 2. From the pilot testing it proved to be useful to repeat questions which 
have higher potential to generate those newly identified aspects multiple times throughout the 
interview. The pauses, in between the repetitions of those questions, could make it easier for 
the participant to think about the topic and provide possible new insights.  
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Apart from Garretts design aspects, the formulation of questions was also inspired by a study 
done on measuring online trust in websites done by Corritore et al. (2005). Their design of 
questions had a big focus on how to ask about trust, as can be seen in Figure 2. In their study 
they did not only ask specific questions including the word trust, but they also used many 
questions about themes connected to trust, such as if the user feels safe or vulnerable using the 
website, if the content is expected, etc. Some of these aspects also connects to Garrett’s aspects, 
and were also incorporated in the questions used in the interview guide. 

At the end of the interview guide there is a concluding section focusing more on general 
thoughts about trust and e-health. This was again used to catch any general thought the 
participant may have had, as well as to understand more of their reasoning around the topic. 
The interview guide concluded with final notes and a more thorough briefing of the project. 
 
The design of this guide was strongly influenced by the pilot study. The pilot study uncovered 
some problem with too little focus on the design aspects in the interview, and therefore in the 
gathered data. In the first version of the guide, the number of more generic questions was much 
higher, but as these tended to draw too far away from the topic they were reduced and some of 
them reformulated. The more specific questions for the surface level design aspects were also 
not specific enough in the first version to get the best answers, and was therefore also re-written 
and restructured for the final version. Also, the order of the questions was changed to make it 
easier for the participant to understand if the question is directed more towards the prototype 
or is aimed at general concepts. During the pilot testing, this produced some confusion when 
the participants were forced to quickly switch between those two concepts, so the questions 
were put together thematically instead. 
 
For both categories, some formulations were also changed in order to ensure the correct 
understanding of the questions. Some examples for the more complicated questions were also 

Figure 2: Questions for measuring trust online (Corritore et al. , 2005) 
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established between researchers to keep them consistent. Finally, to help with fluidity for the 
interviewer, small summary boxes of each section were added to the guide. 

3.8 Analysis 
Before applying the appropriate method for the analysis, the data gathered in the form of voice 
recordings from interviews had to be transcribed. Despite the undoubted fact, that the 
transcription directly influences the outcome of analysis, Blandford, Furniss and Makri (2016) 
are stressing the importance of considering the purpose of the study for choosing the 
transcription procedure. According to them, it is most common for studies within Human 
Computer Interaction field to transcribe all the words and utterances but to exclude slight 
nuances in tones, intonation and melody, as the focus is on the explicit part of spoken 
knowledge of the user. (Sharp, Preece & Rogers, 2019) This is also the approach this study has 
followed, as it is mostly concerned with the thoughts of the user and not directly their behaviour. 
 
In general, there is also a consensus on the usefulness of transcription of the data being done 
by the actual researchers. This approach allows for quick note making and getting the general 
picture of the analysed data, already during the transcription process. (Blandford, 2013) In 
addition to that, another good practice is that multiple people transcribe the same data in order 
to increase the reliability of the research. 
 
Keeping with this approach, all of the gathered data was be transcribed by both researchers. 
This should help reduce bias as well as help with familiarizing with the data for the next steps. 
All differences in transcripts was discussed and solved before proceeding to the analysis. 
 
An important factor to have in mind while analyzing qualitative data is the purpose and the goal 
of the study, and analyzing the insights from that perspective. (Unger & Chandler, 2012) For 
qualitative analysis, either the inductive or the deductive approach can be used. In the case of 
inductive, the idea is to start from the data and extracting the theory from that. On the other 
hand, deductive approach is using already existing theoretical ideas. As this is an exploratory 
study, the inductive approach was used here. 
 
For this study the method of thematic analysis was chosen. Thematic analysis has an inductive 
approach and is widely used and established analytical tool. (Sharp, Preece & Rogers, 2019) 
Some authors argue that thematic analysis is not a method, rather tool used across other 
methods. For review see for example Boyatzis (1998) or similarly Ryan and Bernard (2000). 
Regardless of this dispute, thematic analysis is a systematic method for identifying and 
analysing patterns in data. It uses the sub step of codes which are then turned into themes as 
the name of the method suggests. (Sharp, Preece & Rogers, 2019) It is well suited for generating 
useful insights for future research, as this study aims to do. Main advantage of it being the 
reduction of the amount of data into few key themes to be further explored. (Fergie, Hunt & 
Hilton, 2013) 
 
An important part of thematic analysis is the creation of codes. Code is defined as “a word or 
phrase that acts as a label for a segment of text” (Rosala, 2019). Traditionally those codes arise 
while reading and marking the text, a process that is then iterated. Codes can be both descriptive 
or interpretive, depending on the actual statement and the understanding of the coder. 
Therefore, the previous familiarization with the data is of utmost importance. (Rosala, 2019) 
Those emerging codes are then used for identifying the themes. 
 
As Braun and Clarke (2006) identified there are six phases that the thematic analysis typically 
undergoes: 

• Familiarising with the data 

• Generating initial codes 

• Searching for themes 

• Reviewing themes 

• Defining and naming themes 

• Producing the report 
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As Rosala (2019) lists, there are two possible tools or methods suitable for this kind of analysis: 
using software or affinity-diagraming. The main advantage of using software solutions lies 
within the thoroughness of the analyses, but it has also advantages such as sharing with others 
and more representative deliverables. The affinity diagrams allow for quicker arrival to the 
themes and generally is more flexible and cheaper option. 
 
For this study the software solution was picked, mainly because of the consistency and ease of 
collaboration. After the analysis of suitable tools that are currently offered, the QDA Miner Lite 
was selected as it was offering the basic needed functionality as well as not having the obstacle 
of having significant license fees. The program allows intuitive coding and importing of 
documents from many different formats which will be important for transferring the 
transcribed data into the software. 
 
When a finding represented by the codes appear multiple times across the gathered data, a 
theme is identified. (Rosala, 2019) Those identified themes, which came from the semi-
structured interviews, will be used to answer the research questions about aspects of surface 
level user experience influencing the formation of trust of first-time e-health service users and 
common reasoning behind those. In the next chapter, the themes will be presented, together 
with excerpts from the transcription for their better understanding. The results will finally be 
compared to the conducted research in this area in chapter 5. 
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4 Findings and analysis 

In this chapter, the conducted analysis is presented. Initially the chapter begins with presenting 
the participant sample and their characteristics, which is followed with short description of the 
process. All identified themes are then presented with in connection to the research question 
they belong to. 

4.1 Process description 
The online questionnaire for recruiting participants was filled in 15 times from people who 
showed willingness to participate in this study. Out of those, 2 participants were dropped due 
to their frequent usage of various e-health services and the rest was contacted in order to set up 
interviewing schedule. From those who were contacted, only 10 were in the end able to fully 
conduct the interview and those are the final sample of this study. 
 

 

Table 1: Participants characteristics 

 
As can be seen from the Table 1, the participants were spread out rather equally with the age 
interval ranging from 18 to 60 with the biggest group being the people between 26 and 30 years 
old. The dominant gender was male with 7 participants, and the other 3 participants were 
women. For all the other characteristics a Likert scale from 1 to 6 was used, where 1 indicates 
the lowest trust or skill and 6 the highest. Overall, the group was seeing themselves as rather 
skillful with using Internet and technology (Mean = 4,6, Median = 4) and that was accompanied 
with not trusting Internet too much (Mean = 2,8, Median = 3). In general, the group’s trust in 
Swedish government was above average (Mean = 4,2, Median = 4) and the same was true for 
Swedish e-government (Mean = 4,5, Median = 4,5). The trust in Swedish e-health systems was 
still above average (Mean = 3,8, Median = 4). 
 
All the transcribing was done by both researchers and the overall disagreement was less than 
0,05% of all transcribed words. Every difference in transcript was resolved by discussion and 
agreed upon. 
 
After inputting all transcripts into QDA Miner Lite, the analysis began with coding. This yielded 
107 different codes while keeping an open approach to code anything important. Those codes 
were later put into themes, and through multiple iterations of rereading and relabeling were 
trimmed and combined into the final form. During this process the focus was on keeping an 
open mind and not trying to fit them in the theory. Throughout this process it became eminent 
that there was a need to differentiate between trust influencing elements from the surface level 
and those which belong more to the other levels, as the latter were not in the main scope of 
formulated research questions. Those are therefore presented in separated chapters.  

4.2 Themes 
From the analysis, four overarching groups of themes emerged. The first two of these groups 
had the clearest connection to the research questions. The second two contain the themes that, 
while not strictly connected to a specific research question, still bring interesting insights to the 
questions by being highly relevant to the participants as well as having possibility to influence 
the main examined aspects. 
 
The final themes within each group can be seen in Table 2. Each theme, and the codes within 
them will be further explained in the following chapters. A complete overview of all groups, 
themes, and codes can be found in Appendix 6: Themes & Codes. 
 

1 2 3 4 5 6 7 8 9 10

Age 18-25 18-25 26-30 26-30 26-30 26-30 31-35 31-35 51-55 56-60

Gender Male Male Male Female Male Male Male Male Female Female

Proficiency with technology 6 4 4 4 6 5 6 4 3 4

Trust in Internet 3 2 5 2 2 1 3 4 3 3

Trust in Swedish government 5 4 4 5 3 3 6 4 4 4

Trust in Swedish e-government 6 3 4 3 4 5 6 4 5 5

Trust in Swedish e-health systems 6 3 4 2 5 5 2 4 3 4
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Group Theme 

Surface level aspects Colour 

 Reading experience 

 Element placements 

 Consistency 

 Design feel 

Overarching reasoning Craftsmanship 

 Expectations 

Aspects not related to surface level Who is behind it 

 Security 

 Marketing practice 

 Information findability 

 Content 

General General findings 

Table 2: Themes & Groups 

4.2.1 Surface level aspects 
The first research question was formulated as: What aspects of surface level user experience 
design influence the formation of trust of first-time e-health service users? 
 
Within the area of surface level UX design, five themes that could answer this question emerged 
from the interview data. Those are including codes as can be seen in the overview of Table 3, 
which were obtained directly from QDA Miner Lite. Table 3 presents the structure of codes 
grouped in themes and their respective counts of instances and cases both in absolute numbers 
and percentages.  

 
 

Table 3: Surface level aspects - Group structure 

 
This is followed by Figure 3 and Figure 4 to present the frequency of codes. Figure 3 shows how 
many times that specific code was marked throughout all 10 transcripts, whereas the Figure 4 
represents the amount of participants who had at least one remark which was coded. The legend 
in the top left corner of bar graphs shows the colour coding for the different themes and was 
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added in order to increase the readability of the graphs and to remind about the structure of 
codes and themes. The bar graphs were picked as they are well suited for presenting this type 
of data and orienting them sideways increased the readability. 
 
 

Figure 3: Surface level aspects - Distribution of codes by times mentioned 

 
 
 

Figure 4: Surface level aspects - Distribution of codes by participants 
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4.2.1.1 Reading experience 

Different aspects of the reading experience were a common theme for the experience and trust 
creation. It was often discussed whether the text was easy to read, which was affected both by 
the typography and the design of the text itself. From this theme, four aspects were the most 
common; typography, highlighting, trust not affected by highlighting information, and 
accessibility appreciation. 
 
As can be seen in Figure 4, typography was the most common aspect within the reading 
experience theme with 9 out of 10 participants talking about it, many of them at multiple times 
throughout the interview. The effect on trust can be both negative and positive, depending on 
for example font choices and font sizes. One participant described how typography, and through 
that the reading experience, influenced the trust as following: 
 

Now trust is a hard word when it comes to typography, but I would say yes, because if 
it is easier for me to read, I would find it more trustworthy to handle. 

 
Highlighting was another aspect that many talked about, but the opinion on the effect on trust 
was more diverse. While half of the participants expressed that highlighting of important 
elements and information would influence their trust, 3 out of the 10 participants thought that 
it would not. For the participants that did think that the highlighting could influence their trust, 
the discussed effect could be both negative and positive, depending on how the highlighting was 
used. One participant expressed how bad use of highlighting would hurt trust formation: 
 

[…] if you have there something that the is for the, for the purpose is totally irrelevant 
and you highlight it, of course I don’t trust it, because what is this? 

 
On the other hand, one participant thought that many other aspects would be much more 
important for influencing trust: 
 

Honestly said, it is, it is, it doesn’t seem like this webpage would be saved by highlighting 
generic importance information if the user interface isn’t up to the task to giving out 
this kind of information. 

 
The last aspect found was an appreciation for accessible design when it comes to the reading 
experience. The part that the participants discussed here was not mainly concerned with their 
own reading experience, but that of other people and an appreciation for design of text that 
makes it possible for anyone to read, even with impairments. 

4.2.1.2 Element placement 

The theme of element placement contains aspects of the website’s layout, and whether the 
layout meets the user’s expectation or not. While layout can be a wide subject, for many of the 
participants this was about getting a clear overview and to easily find what they need on a page. 
This can have both negative or positive effect on their trust, depending if the layout is perceived 
to be good or bad. One participant notes on the scenario of not finding elements easily: 
 

I suppose it affects my trust in the websites design though. So, I begin to assume this 
website isn’t laid out very well, and maybe I want to go to a different website. 

 
Specifically, unexpected placement of elements is something that half of the participants 
pointed out that would hurt their trust. Many talks about the feeling of being misled in that 
case. As one participant puts it: 
 

[…] if I expect something to be in a very specific place and I find somewhere completely 
different then I would definitely loose some of the trust. Because then it feels like they 
are trying to mislead you in some way or not share all the information. 

4.2.1.3 Design feeling 

The overall feeling of the design was a point that emerged from many participants in different 
ways. Some specifically mentioned how the design felt to them, but many also discussed the 
feeling of the different elements and design choices, and how these worked together. An 
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overarching reason that came up for a few of the themes was the perceived level of 
professionality of the design, which will be discussed in further detail in chapter 4.2.2. One 
participant expressed it as such: 
 

Eh, for me personally I would say I look at the design. I look at the layout, I look at the 
colour choosing, the font choosing, it seems... I don’t know, it just, it doesn’t give me a 
trustworthy feeling, more of a seemingly scam actually […] 

 
Which was later also followed up with: 
 

It is the quality of the that overall, I would say makes me less trusting towards it. 
 
As for how the participants wanted the design to feel in order to trust it more, clear and easy-
going design was a point that was often brought up. If the design was too crammed or 
overwhelming, it would hurt trust for many instead. 

4.2.1.4 Consistency 

Consistency was one theme which many mentioned, but that the participants did not altogether 
agree much on. Internal consistency, that is keeping the same design on the whole website, was 
discussed the most. All participants mentioned at some point that it can affect their trust, both 
in a negative way if the consistency is not followed as well as in a positive way if the website felt 
like one cohesive entity. As one participant put it: 
 

This thing that you see as entity, all pages together as an entity. One thing makes it also 
trustworthy, it isn’t aaah go there and they say that and go there. For me it is more 
trustworthy when I can feel that it is close together as an entity. 

 
Some explained this in connection with getting a professional feeling from the website, which 
will be discussed further in chapter 4.2.2, but it could also raise questions or concerns if they 
discover some very different parts of the website. One participant argues for the unprofessional 
reasoning: 
 

If it had like a greatly different fonts, or greatly different colour design or vastly 
different language from site to site, eh that would definitely give a feel that this is not a 
professional project, this is not something that eh this is not something that should be 
trusted because they have not gone through the effort of making it look like one unit. 

 
However, a few participants also argued that other things would still be more important in their 
trust formation than the internal consistency. Clear layout is one thing that was mentioned as 
being more important for the trust than the internal consistency of the layout.  
 
External consistency, namely having a design that is following common design patterns within 
the field, was mentioned less, but also with this aspect there were different opinions on its effect 
on trust. The participants who did say it would affect their trust had overall the same reasoning 
as for the internal design, namely that very different or weird design would raise concerns and 
make them question the people behind it. However, there were even more participants arguing 
that this aspect would not affect their trust. One participant argues that: 
 

I don’t think that all websites just because they are treating the same topic or they are 
talking about the same subject, have to look the same, so there is nothing that says that 
all homepage, all websites, have to look the same just because they are talking or they, 
they are umm treating the same topic […] 

4.2.1.5 Colour 

The choice of colours was the last theme within this group that was identified. The choice and 
use of colour could influence trust in either a negative or a positive way according to many of 
the participants. Different associations of the chosen colours were one aspect that half of the 
participants brought up. These associations were both about feelings connected to the colour, 
and specific colours being associated with health care. One participant brought up both of these 
points:  
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Hm, but yeah, eh colour on a whole can be used quite effectfully to give a certain feel to 
a website. Eh, green is again a very calming colour generally speaking. […] it is also 
associated with go green, health, feeling good etc. 

 
The way the colours were used and combined was also a point mentioned. Combinations that 
were perceived as weird would raise concern and could hurt the trust. Again, professionality 
was one reason brought up, another reason was the confusion as to whether it was a “real” or 
correct website, as one participant describes it: 
 

[…] if you would have like very weird colours it would, I would take a second glance 
and see if I am really on the right website, if the, if it is the feel, the colours and all those 
things could be completely, completely wrong so to say. 

 
Though it was not just colour on its own that was talked about, some participants brought up 
colour in relation to other aspects as well. A few of these were how colour choices can help the 
feeling of clean design, help the highlighting and findability of elements and information, and 
help the readability. This was brought up by one participant as: 
 

So for me the colour is important when I view the homepage I want it to be easy to see. 
If it is too too difficult I will not, I would change the page […] 

4.2.2 Overarching reasoning 
The second research question was formulated as: Why are these aspects important from a user’s 
point of view? 
 
Despite being intertwined with research question 1, this group is more focused on the 
overarching reasons as to why certain elements are influencing the formation of trust. Those 
reasons can often be applied to multiple elements at once, but two bigger themes were 
identified. The overall structure of the themes and codes can be seen in Table 4 following the 
same system as the Table 3.  

 

Table 4: Overarching reasoning - Group structure 

 
Figure 4 and Figure 5 are presenting the distribution of codes. Figure 4 is showing the frequency 
of how often the codes were identified in the text, while Figure 5 is showing the counts of 
participants who mentioned those specific codes at least once during their interview. Both of 
these tables are based on the numbers from QDA Miner Lite as shown in the Table 4. 
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Figure 5: Overarching reasoning - Distribution of codes by times mentioned 

 
 
 
 

Figure 6: Overarching reasoning - Distribution of codes by participants 
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Another participant also brought up the argument of professional look being connected to how 
professional the people behind the website were, and how that affects trust: 
 

If it’s not well done, if it looks like someone who don’t know how to do it has done it. 
Then I trust it less, I think.  

 
Another aspect with similar discussion around it is about following conventions. This was again 
often a discussion about whether the people behind it know what they are doing, but in this case 
looking specifically at design conventions. Following the design conventions would help the 
trust building for the participants, while having unconventional design would raise concerns 
that could hurt the trust.  
 
On a similar note, non-working functionality on the page would hurt the trust for some 
participants. For them, this would raise the concern of whether it was a real and functioning 
website. As one participant pointed out: 
 

[…] if there were in the final version links which didn’t go anywhere or stuff like that 
didn’t work that would affect my trust. 

 
The next aspect within the theme of craftsmanship that emerged was the level of effort that was 
seemingly put into the design. This was true for both negative and positive effect, if it seemed 
like the people behind it had put a lot of effort into the design it made the participants trust it 
more, and vice versa. A demonstration of the latter comes from one participant that expressed 
it as follows: 
 

Just feels like they are lazy and the just made it really quick, and if they do something 
quick then I don’t really trust it too much, because it feels like they don’t put too much 
effort on it, I would say. 

 
A closely related aspect was that of perceived user consideration. Some participants pointed 
this out as a reason for why they trust a website better if it is designed for the ease of use. They 
preferred when it felt like the people behind the website were considering what the user would 
want from the website, and not only company goals. Some of the aspects that would help the 
trust for one participant were: 
 

Have they made a point of making the site user-friendly? And have they considered how 
to, how to design in it to that end. And this seems like a site that has been, it is intended 
to be used and it is intended to be user-friendly. People have thought about how to, 
people have thought about the makeup of the site. 

4.2.2.2 Expectations 

The other theme that kept emerging as an explanation to why certain things made the 
participants trust a website more or less was that of expectations. The biggest and most general 
part of this was simply how the design did or did not meet the pre-existing expectations the 
participants had. This was mainly talked about in the context of what expectations they 
generally had for websites within health, pharmacy, or government fields on a few different 
levels. On the one hand, if a website did not look like what they expected it to, that would often 
hurt their trust. Though on the other hand, even if the design had some perceived flaws, those 
did not necessarily hurt their trust if their expectations were low to begin with. As one 
participant explains it: 
 

Like the design of the website itself is like it has flaws right? And again, my expectation 
of this kind of website are not super high, I don’t expect them to have like amazing, what 
do you call it, logistical solutions, ehmn, how you navigate through the website. So I 
would not be too surprised if the website on like the official, what do you call it, like the 
municipality health care or something, and they have those kinds of flaws, I would not 
be too surprised as well, because their website does not look good as well. 

 
The next part of this theme is fulfilling purpose, where some participants talked about their 
trust being increased if the website does what they want it to do. This mainly had to do with 
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functionality of the website, and the way they could or could not find what they needed at the 
moment.  
 
A similar aspect was that of serving wanted information. This was closely connected to the 
theme of reading experience, but this discussion was more about if the page gave the user the 
information they wanted. Both if the information was there, but also how good the website was 
at presenting the relevant information in a clear way. One participant argued for why this is 
extra important for health information: 
 

For the common people to, to get information quickly. Because when you are feeling 
bad, you are stressed, maybe you don’t have the time to read so long text, you need just 
the necessary information. 

 
Lastly, a particular part of meeting expectations that emerged was the importance of a familiar 
feeling to the design. The participants who talked about this discussed how an unfamiliar design 
meant more uncertainty for them, as it implied that there may be a new system they have to 
learn. On the other hand, if the design felt familiar it made them trust it more, as it did not make 
them feel confused or worried.  

4.2.3 Aspects not related to surface level 
In this chapter all the codes which were affecting the trust were gathered, but they do not belong 
to the surface level. Even though they are outside of the main scope of this thesis, they are still 
important results as they can affect the previous mentioned aspects and can provide additional 
guidance on what to focus on when designing an e-health system. 
 
Table 5 gives the overall structure of the themes and codes within this group, showing counts 
by instances and cases. 

 

Table 5: Aspects not related to surface level - Group structure 

 
Figure 7 and Figure 8 again follow the structure of previously shown figures in this chapter. 
Figure 7 is showing how many times a specific code was mentioned in all the interviews, and 
Figure 8 is presenting how many participants mentioned the code at least once during their 
interview. The legend in the top left corner was again added to make it easier to follow the 
structure of codes and themes within this group.  
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Figure 7: Aspects not related to surface level - Distribution of codes by times mentioned 

 
 

 

Figure 8: Aspects not related to surface level - Distribution of codes by participants 
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4.2.3.1 Who is behind it 

One aspect within the theme of who is behind the website that all participant mentioned was 
the connection to the government or the official health care system. For all participants, an 
affiliation with the government meant they would trust the website more. For one participant, 
the argument was as following: 
 

[…] it is certified in a way, that would make me put my personal information, because 
it’s the governments, eh, it’s owned by the government or it’s like in some way it’s eh, 
they have like a collaboration with another company, because they need to have 
trustworthy things, they could mess up sometimes but you don’t hear too much, 
especially in Sweden usually the government have trustworthy, can you call it 
resources, websites, and things you can apply. So yeah, if it’s owned by the government, 
yes I would trust it in Sweden. 

 
For some participant, government affiliation was even a strong requirement: 
 

If it was government affiliated then yes, otherwise I would never give my information 
to a website related to health care. 

 
Related to this was also the aspect of showing ownership. For the majority of the participants, 
being able to see who is behind the website was very important. Especially showing if it is 
affiliated with the government, but also getting information about the organization behind it in 
general.  
 
This was also closely connected to showing the sources of the actual information on the website. 
For many, this was both a sign of it being a professional site, as well as adding the value of being 
able to look up the people behind it. Sourcing was also mentioned to be particularly important 
for the area of health information: 
 

[…] which means that they are using a very trustworthy source as well for their info 
which makes them more trustworthy in and of themselves. […] and you know since it is 
a health issue it is good that a webpage designed around health actually talks about 
this. It makes it seem more serious when it is such a big thing. 

 
The final aspect of this theme was that of reputation. Some participants specifically mentioned 
that they trust a website less if they have never heard of it. Looking up reviews and what other 
people thought about the website was also a way to improve the trust building. 

4.2.3.2 Marketing practices 

A relatively small theme, but one that came up quite a bit from some participants was the use 
of marketing practices. Among the participants talking about it, it was all agreed that the use of 
marketing practices that they did not deem fitting for the field of health care, would hurt their 
trust for the website. Included in these practices were mainly different aspects of trying to earn 
money from the user in an unwelcomed way. This could be about using advertisements on the 
page: 
 

[…] like I said commercials, because you shouldn’t find that on like eh general health 
website, you shouldn’t find so much of commercials at least and when it is linked to a, 
to Swedish healthcare it really shouldn’t have commercial, because you know that when 
they have that, they are always trying to sell something and God knows I don’t trust 
them. 

 
It could also be through directly trying to sell something: 
 

I understand that if it’s a third-party website then it’s probably tracking what I do, 
emm... I didn’t feel like it was particularly trying to sell me anything, which makes it 
more trustworthy in my eyes, because then I can like immediately see okay how are 
they making that money, well it’s not through trying to sell solutions, which in a way 
bizarrely makes it more trustworthy. Emm, there were no adds, no pop ups about 
cookies which was good, that makes it more trustworthy. 
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In connection to trying to sell the user some product a thing that could also hurt the trust in this 
area was the use of unfitting sources for the sake of promotion: 
 

It can not be just some random famous guy who is there, then I would not trust it, 
because I have seen other websites where, so just because it is famous people who has 
money, it doesn’t make it trustworthy. 

 
Overall, these marketing practices were deemed undesirable and unfitting for government run 
type of service. 

4.2.3.3 Security  

Different aspects of security on the website was another theme that recurred throughout the 
interviews. The most common aspect was that of a secure sign in function on the website, which 
was mentioned multiple times by 7 out of the 10 participants. This was mainly an issue brought 
up in the context of personal information, where participants talked about the need for some 
form of authentication before they would be comfortable getting this kind of information. 
Handling information outside such security measure would hurt their trust in the website. One 
participant expressed this as: 
 

Hmmm. I... would be comfortable with it if it came in the form of finding it on my sign 
in page, that it has been posted directly to me by a doctor. If I could just search for it, 
like if I just press the treatment tab, I went to examination and sampling and then say 
I took the test at that and that date what are my results. That I would be highly 
uncomfortable with. So if it is a personal information it should only be accessed through 
the my sites, my sites. My pages, yeah. Eh so it shouldn’t be posted, it should be locked 
behind at least a password and a username. 

 
More general security concerns were also something that half of the participants mentioned as 
important for their trust. This came in different forms, from checking if the connection was 
secure, to having clear information about security measures. One participant discussed 
information about data protection in particular:  
 

Eh, there was a section specifically about data protection somewhere, I remember 
seeing it. Which would be probably my number one concern if you’re talking about the 
trustworthiness of a website. 

 
Finally, some participant talked about the concern with being redirected to other websites or 
systems. This was particularly connected to the theme of consistency. The participants wanted 
to be sure about where they were, and that they were still in the same website even if they were 
moving to a different functionality of the system. However, if they were to be redirected 
somewhere, they wanted the process of redirecting to be very clear. Any confusion or concerns 
in this area would hurt their trust to the website.  

4.2.3.4 Content 

Related to the previously discussed theme of reading experience is the theme of content. 
Though as the name suggests, this theme is more concerned with the content itself and not so 
much the design of it. The first big aspect of this is whether the information is up to date. This 
was expressed both in the way of having information about current issues, but also about being 
able to see that the information on the website is regularly updated. The use of current issues 
was mentioned mostly as having a positive effect on the trust, while updated information was 
discussed both in the context of it helping the trust formation as well as old information hurting 
the trust. One participant that talked about the current issues as follows:  
 

Yeah, because when you open it the first is about Corona, COVID-19 and how we can 
protect each other and information about that, while it also like speaks about pollen, 
which is a great, it is a big problem for the most of us and it is also like speaking about 
how to clean your hands and if you are feeling unwell, about mental health, because 
that is a big thing in this period too. 
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While another participant explained why the updated information is important: 
 

Ehm, I would actually because that means that the website is up to date. Someone is 
continuously looking through it, looking at the world around, making sure that the 
information is accurate and up to date. So that would also be a sign of trust. It means 
someone is actually looking at it instead of finding a page that is from 2011 and keeps 
and stuff. Like doesn’t matter if the information is good, the information is old. 

 
The writing style of the information texts was also something that was brought up. For the 
participants discussing this, it was mostly a concern about the text being well written while also 
being easy to understand. One participant explained why this is an especially important issue 
for health information: 
 

[…] the language is clinical but still easy to follow. Really threading that balance 
between this looks like health professional has written it, but it is written to people who 
do not have a medical background which would be the actual user group. 

 
Poor quality content on the other hand was an aspect brought up as potentially hurting the trust 
formation. It did cover quality of text, with things such as errors and misspellings brought up 
as bad signs. However, it also covered other parts of the content, such as pictures and similar 
content being used where it does not fit in. 

4.3.3.5 Information findability 

How easy the information on the website was to find was a theme that many participants 
brought up in different ways. The first aspect of this was the structure of both the website itself 
and the specific information. Having a structure that made it easy to find what participants 
wanted was said to be good for the trust formation, and the opposite was also true for confusing 
structures. One participant that found the structure of the prototype helpful expressed it like 
this:  
 

And it gave me the information that I needed, like on a clean slate, if you say that. Ehm 
because you get, you got that, that the choices from the start that if you clicked on teeth, 
you got the teeth grinding and jaw clenching or teeth sensitivity, you got to, you like 
you can click that from the start. 

 
The navigation was one specific aspect that some participants talked about in relation to this. It 
was important for them to have a clear menu structure that made it easy to get an overview, and 
it was also mentioned as helpful to be able to navigate through different pages in an easy way. 
Navigation that was annoying or overwhelming on the other hand would hurt their trust. One 
participant commented on the different parts of this:  
 

I like how when you go to a specific section on teeth, you can see all the main issues 
along one side, that’s really good. I like how you can then, when you go on to a specific 
text page, you have the content on one side that breaks down all the main sections, that’s 
really good. 

 
Connected to the navigation was also the aspect of categorisation. Confusing categorisation was 
brought up as one part that could hurt the participants’ trust. In this instance this was mainly 
talked about in relation to overwhelming and unclear menus. A participant that struggled with 
this expressed how that could be a problem specifically for health related issues: 
 

Ehm the part that could be again finding all the tabs is okay, okay what do I really need, 
yeah I think that is actually it. You need to be really certain about what you are actually 
searching for in order to navigate the tabs. Ehm which is, it is a good mental exercise 
for the user to just, okay what is the actual problem I have. Ehm however that is also 
something that can be quite hard particularly if you don’t quite know what it is you 
want. 

 
Last within information findability was the aspect of guidance. This was an aspect that could 
both help and hurt the trust formation, depending on how well it was done. A lack of guidance 
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or confusion on where to go and what to do would hurt the participants’ trust, while clear 
guidance, either as underlying design or explicit information, would make them trust the 
website more. A participant wishing for more explicit guidance expressed the following: 
 

I would love to see a section where is the information is showed to user that in order to 
renew prescriptions or find informations about blood test or something like that, please 
log in. Cause then I would react immediately on it, oh yeah, I have to, I must log in. 

4.2.4 General 
There were several identified aspects that could not be directly tied to the formation of trust, 
but they are still interesting for various reasons. Those codes were therefore kept separately and 
were treated as additional information, not necessarily connected to surface level nor trust. 
Table 6 gives the overview of all the identified codes which were not categorized further into 
themes.  

 

Table 6: General - Group structure 

 
As this final group is easier to organize in a graph with its one theme, the graphs are simple to 
follow. Figure 9 portraits the times of mentioning code throughout all interviews and Figure 10 
show the number of participants who mentioned those codes at least once during their 
interview. 
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Figure 10: General - Distribution of codes by participants 
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One aspect was focused on the general view of health information that can be found online. This 
was mostly manifested in a lighter tone used for describing it, which occurred from multiple 
participators. In general, there was a bit of scepticism when it came to looking up health 
information outside of e-health systems as expressed here: 
 

[…] find information online even though we are talking about the internet and as soon as 
you search for a cough you have cancer apparently but when in doubt contact the doctor. 

 
Finally, only a few participants mentioned some benefits of an e-health system during the 
interviews. Among those reasons were no cost of looking up information online, better 
efficiency of receiving results and the convenience factor of getting those results whenever it 
suits the participants. Some even saw the benefits for the healthcare professionals as can be 
seen from following: 
 

But the doctor he always has a lot of things to do, yeah it’s hard you have to go there, 
maybe wait in line, sign up, wait 15 minutes or even more for your turn, then he talks to 
you he gives you the envelope. I would prefer that, but it takes too much time, I want to be 
more time efficient. 
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5 Discussion and conclusions 

In this chapter, the used methods and the findings will be discussed. To begin with, the different 
parts of the research methods will be reflected upon. This also includes the reliability and 
validity of the findings. After that the different sections of the findings will be discussed and 
compared to previous studies. Finally, the last chapters contain the conclusions for the whole 
study and its limitations.  

5.1 Discussion of method 
Beginning with the research approach, and moving through all the different parts of the 
research design, this chapter will discuss the methods and how they were used. The chapter 
concludes with a discussion on the reliability and validity, as well as the ethical considerations 
which were taken into account for the study.  

5.1.1 Research approach 
Starting with the selected approach, this study was inductive in nature. This choice was 
necessary because of the state of the research in this area, as stated in the beginning of this 
report. Because of this, the focus was on generating new theory, though not necessarily new 
hypotheses to be tested. This was mainly a result of the focus to contribute to previous theory 
and secondary aiming at pointing at areas that should further researched. 
 
However, to start with there was also a need for the researchers to get familiar with the field 
before proposing the study itself. This also implied that the literature study was completed 
before the final analysis of the data, which could be viewed as not correct inductive exploratory 
approach, as it adds to the bias of researchers. The need for this was to limit the scope, as to 
have more focus in the study. It also allowed the study to not reinvent bits of knowledge that 
were already established and to focus more on identifying new aspects, which should be further 
explored, as is one of the principles of exploratory studies. The identified themes were not 
compared with the previous knowledge until the analysis was finished in order to further reduce 
the possible influence it might have on the categorization of themes. Both researchers were 
trying remove any categorization that looked too forced to pre-fit within one of the theories and 
check the bias of the other one. 

5.1.2 Prototype development 
An initial barrier for prototype development was that the first version of the prototype looked 
too similar to the main source of inspiration. After the pilot, this problem was corrected by 
incorporating additional design choices from a bigger spectrum of e-health services. Though it 
was not stated by any participant in the main part of the study that they recognized any parts 
of the system. This hopefully meant that they were not associating it with any existing e-health 
system and therefore not assigning any pre-existing trust to it. The prototype was also good for 
keeping the data used anonymous. 
 
For the actual data gathering, it also seemed to be better when participants did not think about 
the system as a prototype but rather as a real life product, because they otherwise tended to 
assume that some functionalities to not be working, such as the sign in. This illusion often got 
destroyed by the inevitable dead ends, which could have built more frustration and later on 
more emotion-driven answers than desired. This problem was addressed, up to certain level, 
with pilot testing which showed the other possible directions the participants might try to take 
and that those should be included in the prototype. On the other hand, it was impossible to 
include all of them, so some dead ends were still present for the main study. However, as the 
main focus was not on testing the prototype, but on the interview, this was not the focus point. 
 
It was important to keep the language of the prototype and the whole study consistent. The 
arguments stated in the chapter 3.4 Prototype development were still valid throughout the 
study. It could have influenced the data, that the participants were forced to operate in different 
language than their mother tongue. This could have influenced both their experience as well as 
impair their verbalization skills during think-aloud and interview, but during both of them all 
the participants seemed to be able to express themselves reasonably well enough – no 
significant language frustration was expressed. 
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The task selection was also working well, as it was taken from 1177.se and was well representing 
possible use cases of such a system. Participants did not seem to have any issue with 
understanding the tasks and getting into the scenario. 

5.1.3 Think-aloud 
For the think-aloud part of the study the decision was to stick to the original method, with as 
little interruption as possible in order to not put any additional cognitive load on the 
participants. This proved itself to be working well for the more outgoing type of participants 
who benefited from the additional space and were talking plenty on their own. On the other 
hand, for the less talkative participants it was sometimes more difficult to find what to talk 
about, especially since they had no previous experience with this method. If the focus was to be 
mainly on the outcome of the think-aloud then some bigger initial training would definitely be 
useful.  For this study however, also the less talkative participants had more to say during the 
interviews, where the researcher could also prompt them more to explain their thoughts 
further. 
 
Another circumstance to be discussed was the study taking place in an online environment. For 
the think-aloud it might have both positive and negative consequences, again depending on the 
profile of specific participant. For some it might have been more pleasant, as they were less 
distracted by the presence of interviewer and therefore feeling less tested and under pressure. 
This is also connected to the number of prompts. The specifics of talking over internet makes it 
sometimes hard to differentiate when the prompt is needed and when it is rather disturbing for 
the participant. Balancing the number of prompts then influences the richness of obtained data. 
 
The ability to guide the interview well in an online environment was becoming easier with the 
amount of practice that the researchers got throughout the study. This helped to improve the 
guidance and steering of the conversation the researchers were providing as well as better 
targeting the questions to uncover the reasoning behind. 
 
As discussed earlier, the language of the study could have amplified the problem where the 
participant is reading longer text but also feels the pressure to keep talking. This could have 
caused a need to balance between the actual performance on the task and providing continuous 
speech. Some participants might also have got the feeling of being tested by doing the tasks, 
which could have brought a higher stress level and potentially made it harder for them to follow 
the think-aloud. However, to try to avoid this the researchers stressed the fact that the focus 
was on the prototype and not the participants’ performance, and that the time or level of 
completion was not important.  

5.1.4 Interviews 
Interviews, as being a very common method for conducting qualitative studies, necessarily 
inherit some strengths and weaknesses. It is important to acknowledge the interviewer effect, 
where the characteristics of the interviewer can influence what the interviewee is willing to 
share and in which form. There is also a risk of the interviewer forming their questions in a way 
that leads to certain answers. This was counteracted by having both researchers present for 
every interview, so one was focused on conducting the interview and the other one was able to 
hiddenly provide feedback and correct if stepping out of boundaries should occur. 
 
Apart from that, some other situations proved themselves to be challenging to handle. One of 
them being the differentiation between talking about the prototype and more generally oriented 
questions. For some participants it was easy to get stuck on reviewing the prototype and not 
going for the higher-level thoughts and opinions. This issue was addressed based on the 
feedback from the pilot testing by grouping the questions by this criterion. That allowed for 
better separating how generalizable the statement of a participant was and if it actually revolves 
around trust formation. 
 
When participants got to the reasons behind their trust formation, in few occasions they had a 
harder time explaining their thoughts due to the usage of English instead of Swedish. Those 
obstacles were always successfully overcome, but the participants might have wanted to use a 
slightly different wording, that could have shifted the meaning of their speech. To make those 
situations easier, the focus was on relieving the pressure they were putting on themselves and 
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possibly offering help with the word. On the other hand, other participants had an easier time 
describing their thoughts and could explain themselves well even without extra prompts. 
 
Lastly, it was sometimes problematic to find questions from the think-aloud part, especially if 
the participant was not very talkative to begin with. In those cases, the focus was more on the 
questions from the interview guide instead, and more time was spent on exploring the reasons 
and other aspects mentioned during the interview. 

5.1.5 Reliability and validity 
When it comes to assessing the reliability and validity of conducted research, some of the 
characteristics are already inherited from the chosen methods. For the think-aloud the 
reliability was mostly ensured by using the recordings, transcribing being done by both 
researchers and ensuring the consistency in coding. The inter-coder reliability for transcribing 
was very high amongst the researchers, which could be regarded as improving factor as well. 
The interviews reliability and validity were addressed mostly with the structured part of the 
interview. As supporting measures, note taking while conducting interviews and training with 
feedback from the pilot tests, that researchers provided to each other, were used. 
 
Poor reliability is a risk of many qualitative studies and needs to be dealt with from the 
beginning. To precisely assess the reliability is typically hard but we can estimate it based on 
the preventive measures that were taken to address it. 
  
The replicability of the study was kept on a high level throughout the study. As both the 
prototype and interview guide are provided in appendix, it would be easy to replicate the study 
in very similar manner as here. The outcomes of this replication would depend mainly on the 
selected sample of participants. The consistency of findings from a different study would prove 
the reliability of this study. 
 
A big focus was put on presenting the data as comprehensive and as inclusive as possible. This 
was supported by using rich verbatim excerpts from interviews to show the reasoning for the 
thought process as clearly as possible.  
 
For the internal validity it is not possible to rid out other possible explanations of what could be 
causing the formation of trust. Instead the focus was on trying to add to the pre-existing group 
of aspects that are important when it comes to trust formation, and those could to some extent 
explain how this phenomenon works. The external validity is supported by the fact that 
participants are not so similar in obtained characteristics. Still more of them are men than 
women and mainly Caucasians, and as can be seen in the Table 1 the participants were well 
spread out on the range of the questioned characteristics, and should be representing Swedish 
population. 
 
It was important throughout the analysis to keep an open mind to all possible codes, and not to 
follow the established theory for the analysis. For this reason, the coding was done with the 
approach of coding anything that could be potentially interesting and not limiting it by the 
theory. However, this coding is still very subjective and sensitive both to the selected labels as 
well as by what is deemed to be a code. The difference between coding the explicit stated 
thoughts versus going for higher meanings behind the words, makes it hard to control for 
researchers’ bias. To reduce this the researchers were constantly trying to remind themselves 
of their bias and not comparing findings with literature until the very last stages of thematic 
analysis. This was further emphasized by a constant work in pair on all parts on the analysis in 
order to check possible bias projection into the work. 

5.1.6 Ethical considerations 
From an ethical standpoint, it is important to obtain informed consent from all participants. 
This ensures that the interviewee knows about all their right and this helps establishing the 
professional relationship between researcher and participant. (Sharp, Preece & Rogers, 2019) 
The briefing should also contain ensuring about anonymization of the data as soon as possible 
and how the recordings will be stored. (Blandford, 2013) It is also important to keep in mind 
that as the field of study is e-health system, prototype with anonymized data had to be used in 
order to not exploit any sensitive information. 
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These points were ensured with the initial parts of the sessions with the participants, as one 
whole section was used to inform the participants about all their rights and obtaining consents. 
This helped to promote safe environment for discussing with clearly established borders. None 
of the participants have used their rights to withdraw from participating and apart from few 
reassuring questions, no concerns or objections were raised. Furthermore, all the data were 
anonymized as soon as possible, and the participants were informed about the way it will be 
stored. 

5.2 Discussion of findings 
The purpose of this study was to contribute to the research in the area of e-health, by looking at 
trust formation for new users and how UX design in the surface level can help with that. The 
aim was to find better understanding in this area by taking a qualitative approach, and through 
that being able to explore reasoning behind the potential of these aspects.  
 
This chapter will explore the findings in light of this purpose. It is divided into four parts; the 
first two will be exploring the findings connected to the two research questions respectively, 
then one will explore the findings that are more loosely related to the purpose, and finally one 
which will compare all findings with the results of previous studies on the topic. 

5.2.1 Surface level aspects 
The first research question is dealing with what aspects of surface level user experience design 
can influence the trust formation of first-time e-health users. The surface level is concerned 
with the design choices only on the surface, that is how the website and its different elements 
are presented. 
 
The first theme within this group was the reading experience. Typography is the aspect to which 
this theme has the most straightforward connection. Aspects of highlighting and accessibility 
appreciation is also contained within this theme and while these two could in their simplest 
definition also fit within other themes, in this study they were mainly brought up in the context 
of the reading. 
 
Typography is also the aspect within this theme that can be said to have the highest impact, 
with almost all participants talking about it and mentioning it several times each. While it can 
be the case that this is an aspect that is easy for participants to understand, and therefore talk 
about more, it can also be that this is something that they notice more and therefore has a 
clearer impact if poorly executed. Highlighting on the other hand is a bit harder to draw 
conclusions about. While it was also discussed in a few cases, the opinions on the importance 
of it differed. As some participants stressed the importance of it, it can still be something to look 
at, but it also seems important to not sacrifice other aspects for it. Accessibility appreciation can 
also be harder to draw conclusion about, since it was not brought up by many participants. It 
was however a bit surprising aspect to emerge at all, seeing as none of the participants was in 
need of enhanced accessibility.  
 
Overall, the recommendations from this theme would be to keep to a useful and simple design 
for the reading experience. It should be easy for the user to get the right information, and they 
seem to appreciate simpler design more than complicated design decisions. This can also be 
further improved by aspects within the theme of colour and element placement.  
 
Element placement was the next theme, containing aspects of layout and unexpected placement 
of elements. Both these aspects were brought up by about half of the participants, and while 
that does not give a strong indication, the opinions within the theme were rather unified which 
would help to create a clearer picture of it. 
 
While the two aspects do cover slightly different parts, they are also strongly interconnected. 
While unexpected placements were mentioned in connection to the layout at some points, it did 
also cover a broader area of organisation. Overall, this was often mentioned together with the 
feeling of being misled, and through that the connection to the theme of craftsmanship. Layout 
as an aspect is a bit more vague concept, which also showed in the results where there were both 
of participants mentioning it directly as well as others describing it in more broader terms. 
Among those who did mentioned it, there was a clear connection to findability. The whole 
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theme can also be said to have this connection, as well as a connection to both the theme of 
design feeling and that of consistency.  
 
The overall feeling of the design was something a majority of the participants mentioned and 
about half had expressed their wishes for an easy going feeling of the design. As such, it can be 
suggested to have a quite substantial influence on the trust formation. The participants 
expressed this in different ways, with some mentioning specific feeling they connected to the 
design, while other expressed it more in a way of how they thought the elements worked 
together. It would therefore seem that no element should be excluded from this aspect. 
 
Many participants mentioned the professional feeling in connection to this theme as a reason 
for increased trust, so there is a clear connection to the theme of craftsmanship there. There is 
also a connection between this theme and all the others in this group, as well as some outside 
it, as they can all help with creating the right feeling of the design.  
 
Next was consistency, which is one of the more interesting themes as it both covers one of the 
most overall important aspects, as well as a diverse set of opinions for the rest of the aspects. 
First of all, the internal consistency is talked about as being important by all participants, and 
while more data would be needed to draw final conclusions, for this study this is one of the 
aspects which is the most coherent. While the weight of it seems to differ somewhat between 
participants, with some describing it as being crucial and others pointing out other aspects that 
would be more important, there is an agreement that it will have at least some impact. Due to 
that reason, while other aspects should not be sacrificed to make room for it, internal 
consistency seems to be a quite crucial aspect to focus on.  
 
As for the external consistency, the opinions are much more varied, and therefore it is harder 
to draw any conclusions on the importance of this aspect. There were about as many mentions 
of it being important as there were of it not being important at all. One reason for this could be 
that it is not as clear for the participants to think about as the internal consistency, especially in 
this setting where they got an obvious example of the internal but where it was not possible to 
be as clear for the external. On the other hand, it could also simply be that this is something 
that is less important to some participant than to others. 
 
The reasoning behind the theme of consistency overall seems to have a clear connection to the 
theme of craftsmanship, with both the professional feeling and effort being brought up. 
Connections can also be found between this theme and the others within this group, as aspects 
such as colours, typography, and layout can be part of keeping the design consistent.  
 
Lastly within this group, there is the theme of colour. Different participants talked about 
different aspects of this theme, and there were also a lot of overlapping discussions connecting 
it to the other themes. One interesting point about this theme is its strong influence on all the 
other themes to at least some extent. This is a theme that is quite clear for most users to see and 
is therefore important to point out.  
 
It is also interesting to see how the different participants view the use of colour. For some it was 
a straightforward description of how they liked the colour and the combinations of colours, 
while others talked more about their association for that colour and feelings they are getting 
from it. It could therefore be important to think about all these aspects, in order to decide what 
usage of colours would best help the trust creation in that case. Another part often brought up 
was again the reasoning of craftsmanship, and how the use of colour could create a professional, 
or non-professional, feeling. 

5.2.2 Overarching reasoning 
The second research question is concerned with the reasoning behind the importance of 
previously mentioned aspects. Some of the reasoning was already presented in the previous 
chapter and two overarching themes emerged that were identified to be applicable to majority 
of those aspects. 
 
Within the theme of craftsmanship, the most commonly discussed aspect was the wish for a 
professional feeling of the design. This was something that came up a lot of times from the 
majority of the participants. Overall, the discussions within the theme of craftsmanship were 
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about the participants wanting to have skilled people behind the website who put care into the 
work. Not necessarily the actual qualification of those people, but the perception of their skill 
from the user’s point of view. Aspects such as the people behind it being knowledgeable within 
the field of design and caring about doing the work in the right way were important. It would 
therefore seem important to keep the design up to a certain standard and show that you care 
about the usability of the website. 
 
Expectations can generally be said to serve as an underlying reason for the other aspects, as the 
level of the expectations seem to influence what the participants think about the design. It is 
interesting to see that lower level of design quality may not always negatively influence the trust, 
if the expectations are low to start with. However, if the expectations are high it could also lead 
to an unsatisfying experience from the design, which would hurt the trust, so it would still not 
be advisable to rely on low expectations from users.  
 
Overall, these themes are connected more or less to all aspects talked about in the previous 
chapter, as well as some that will be presented in the following chapter. Some aspects were also 
more closely connected to specific areas within previous themes, such as the aspect of serving 
the wanted information within the theme of expectations being most connected to the theme of 
reading experience.  

5.2.3 Related findings 
While the following themes are not directly within the scope of surface level, it became clear 
that they were important enough for the participants, that they still had to be acknowledged 
and discussed. Despite them not being connected to research questions 1 and 2, they help to 
identify other areas which could influence the other findings and therefore should be further 
explored. 
 
The most commonly mentioned theme was concerned with the question of who is behind the 
specific e-health system. Strongly emphasized was the connection to the government, which 
would significantly improve the trust of participants and in some cases was even a requirement 
for using such a service at all. This could be a factor specific for Sweden, where the majority of 
health services are connected to the government in some way. 
 
Therefore, it seems to be a natural recommendation to visibly promote the connection to the 
government, if such a connection is present. The promotion of ownership in general was also 
discussed on multiple occasions. Both in the way of the owners of the website, which could be 
shown with an about us page, as well as the source of the information. From the interviews it 
seems important especially for the area of health information to see the author, so that they can 
be further looked up and verified.  
 
The whole theme was set around the expectations where the owner of the site plays the major 
role of what type of content and presentation is appropriate or not. This was shown in another 
theme which was labelled as marketing practices. Some participants showed a strong discontent 
with e-health system having any sort of advertisements. Those were deemed as unfitting 
practice, as the enforcing of products being sold to the user was seen as repulsive and 
automatically lowers their trust. 
 
Security was also brought up multiple times, most commonly in the form of secure sign in and 
keeping the personal information behind it. This is especially interesting since a few of the 
participants had issue with making the connection between the necessity to sign in and looking 
up their personal information during the task performing. Some people mentioned additional 
security features, among them the apparent borders of the system, the connection itself and the 
data protection section.  
 
The actual content has shown itself to influence trust formation as well. Naturally, people are 
concerned with the quality of the presented information when their health is in question. This 
theme was strongly connected to the previously mentioned themes of reading experience as well 
as the professional feeling and perceived effort of the authors. High quality and up to date 
content were identified as key components for the participants. 
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Information findability is as a theme broadly connected to the theme of layout. Easy to follow 
categorisation as well as letting the user know where exactly in the structure of the service they 
are, were often appreciated and connected to higher trust. This was also connected to the 
security concern of showing the borders of the system, which was mentioned in connection to 
being redirected to a different system. The way the users are informed about the redirection, 
seems to be more important for maintaining their trust as they are not forced to create new 
trust relationship with the new system. 
 
The poor experience, or sometimes even frustration of the participants’ inability to find specific 
information, was having some interesting implications which were put into the general findings 
theme. Despite the seemingly natural connection between bad experience and lower trust, 
several participants mentioned that this frustration was almost acceptable, as they are 
expecting similar feelings from government websites. It seems to be the case, that for 
government run services participants are willing to endure some increased discomfort while 
operating them and that will not necessarily influence their trust in the system. 
 
Among the general findings, it was interesting how often the need for a search bar was present. 
This functionality was intentionally omitted from the prototype due to the limitations, but many 
participants expressed that they prefer to use it even before looking at the navigation. This 
proposes the question of whether the focus should be on the information architecture of the 
website, or if it would be more effective to focus on a better search engine instead. Some 
participants stated that in a real-life scenario, they would have to exactly know what they are 
looking for which is often not the case. But they also clearly stated that the search bar is a 
convenience factor and does not affect their trust, which pushes the further discussion aside in 
the scope of this study. 
 
The advantages of possible e-health system were not a part of the focus of the questions, but 
few participants did bring them up. They did for example appreciate the possible time savings 
both for them and for the doctors. These advantages could be helpful for better promotion of 
those systems, to improve their acceptance and therefore their trustworthiness 
 
The most commonly mentioned within this theme was the preference for personal contact over 
contacting through the e-health system. Reasons were including both the issue with asking 
additional questions and the human contact on its own. It was often the case, that the results of 
blood test were deemed as appropriate for receiving online, but not the actual diagnosis. The 
participants almost always preferred a person they can talk to immediately and that could 
possibly help them to understand the information better. 

5.2.4 Theory comparison  
From the user experience design part of the scope, the focus was on the elements of surface level 
design as defined by Garrett (2011). All elements were found to at least some extent in the result, 
but with varying importance to the participants’ trust formation. Some can also be seen as their 
own themes, while some only occurs as aspects within themes. A full comparison can be seen 
in Table 7. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Discussion and conclusions 

49 
 

Presented findings Garrett 

Design feeling Design composition 

- Overall feeling  

- Easy going design  

Consistency  

- Internal Internal consistency 

- External External consistency 

- Trust not affected by internal Internal consistency 

- Trust not affected by external External consistency 

Element placement  

- Layout Uniformity 

- Unexpected placement  

Reading experience  

- Trust not affected by highlighting information Contrast 

- Accessibility appreciation  

- Highlighting Contrast 

- Typography Typography 

Colour Colour palettes 

- Associations  

- Combinations  

- Supporting the experience   

Table 7: Findings compared to Garrett (2011) 

Colour, internal consistency, and external consistency are the three themes in the findings of 
this study which have the most direct counterparts in Garrett’s theory. Within the theme of 
reading experience the aspect of typography can also be found, which Garrett identifies as well. 
These aspects are rather straightforward, so it is not too big of a surprise that these were also 
clearly discussed by the participants in this study.  
 
The remaining three elements still have counterparts, but here through more interpretation of 
the participants discussions. Design composition by itself was not so much mentioned by the 
participants, but the feeling of the design was. This is also something that Garrett mentions 
design composition being a useful tool for, and so they fall into the same category here. Contrast 
is likewise an element which Garrett describes as being a useful tool for highlighting important 
information and element. The highlighting was something that many participants discussed, 
but with different arguments. 
 
Within the element of uniformity Garrett discusses the aspect of layout, which is one of the 
aspects brought up in this study. Garrett describes how layout is a useful tool for creating 
uniformity and how this can help avoid confusion and overwhelming the users. The connection 
here mainly lies in these discussions, where many participants brought up if the layout was 
confusing or clear. This is however the one of Garretts aspects that has the narrowest connection 
to the findings, as the element of uniformity also can include other aspects not brought up in 
these findings. 
 
As for the main compilation of previous work on trust within e-health, this was done by Sbaffi 
and Rowley (2017). They did not focus specifically on design aspects, as this study has done, 
though they did discuss some aspects that have not been covered here. There were however also 
some design aspects that emerged from this study that Sbaffi and Rowley did not cover.  
 
Among the themes within the group of surface level of design, those of design feeling, element 
placement, and readability is at least partly overlapping, while the themes consistency and 
colour does not have a match within the results of Sbaffi and Rowley. A complete comparison 
of the identified themes in this study and their overlaps with the results of Sbaffi and Rowley 
can be seen in Table 8. 
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Presented findings Sbaffi and Rowley 

Design feeling  

- Overall feeling Ease of use 

- Easy going design Clear design 

Consistency  

- Internal  

- External  

- Trust not affected by internal  

- Trust not affected by external  

Element placement  

- Layout Clear layout 

- Unexpected placement Complex layout/design 

Reading experience Readability 

- Trust not affected by highlighting information  

- Accessibility appreciation Accessibility 

- Highlighting  

- Typography  

Colour  

- Associations  

- Combinations  

- Supporting the experience   
 

Table 8: Findings compared to Sbaffi and Rowley (2017) 

While reading experience came up in both this study and that of Sbaffi and Rowley, in the latter 
it is mainly mentioned as a single aspect and they do not talk specifically about what that would 
consist of. It is therefore unclear if the aspects such as typography and highlighting is covered 
by this or not. 
 
Considering the diverse opinions within the theme of consistency, it is not too surprising to not 
find this within the results of Sbaffi and Rowley. Though internal consistency specifically was 
deemed as quite important to the participants of this study, it is more interesting to see that it 
did not make it into the list for the previous comparison. Similarly, as colour was such an 
important theme for many participants, it is interesting to see that this did not get covered by 
Sbaffi and Rowley.  
 
Outside of the surface level design however, there are a few more aspects that were covered by 
Sbaffi and Rowley. Interestingly, as this was a big concern for participants in this study, security 
was overall not much covered in the previous studies. While the aspect of privacy policies was 
covered, no other aspects of this theme were. Advertisements were high on the list of negative 
influence from Sbaffi and Rowley, but no other marketing practices were mentioned. Likewise, 
within the theme of information findability, only the navigation aspect was overlapping. For the 
rest of the themes in this group, they were however much more overlapping. Within the theme 
of who is behind the website, most aspects discovered in this study fit into aspects found by 
Sbaffi and Rowley. Among others, they mention authority of owner, showing contact details, 
authority of author and quality endorsement. The theme of content also overlaps in some way 
with all aspects, where the previous studies mention quality of the content, complex 
information, and how current the information is.  
 
For the rest of the themes brought up in this study, there were only a few overlaps. A feeling of 
uncaring organization behind it was one aspect brought up by Sbaffi and Rowley that matches 
some aspects within the theme of craftsmanship. Interestingly however, the results from their 
study mainly pointed at this as being something with negative influence on trust, while the 
result in this study cover both potential positive as well as negative effects. Also, within the 
theme of expectations, the feeling of familiarity was something covered by both studies. Finally, 
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within the general aspects, the functionality of search options was brought up by both. All other 
aspects within this theme were however new to this study.  
 
As for the studies on the related topics of trust in e-government and e-commerce, there were a 
few additional overlaps, although not a lot. One of these overlaps can be found within the theme 
of reading experience, where accessibility was something brought up by both Okunola and 
Rowley (2019), and Seckler et. al. (2015). In the theme of information findability there is also 
some overlap, with overall organization and structure being brought up in a study from Beldad, 
de Jong and Steehouder (2010). While none of these are surprising to see, it is interesting that 
there is not more overlap in this section.  
 
Finally, two more general aspects can be said to overall cover some topics of this study, those of 
following principles (Müller et. al., 2018; Seckler et. al., 2015) and visual design (Seckler et. al., 
2015). The aspect of following principles was also brought up by participants in this study, 
within the theme of craftsmanship. Visual design is also a more overarching aspect, which does 
not really have one specific equivalent in this study but can cover many aspects within surface 
level design.  
 
With the basis in all these previous studies, the aspects brought up for which a counterpart was 
not found in the literature overview are still a few. The full list of these can be seen in Table 9. 
 

Themes Aspects 
Consistency Internal 
 External 
 Trust not affected by internal 
 Trust not affected by external 
Colour Association 
 Combinations 
 Supporting the experience 
Craftsmanship Professional feeling 
 Non-working functionality 
Expectations Meeting expectations 
 Fulfilling purpose 
 Serving wanted information 
Security Sign in 
 Apparent borders of system 
Information findability Guidance 
General Advantages of e-health 
 Personally contacting doctor > e-health 
 General aversion to online health information 
 Bad experience not influencing trust 

Table 9: Newly identified themes 

 
That the themes within the scope of research question 2 has less coverage in previous studies is 
no surprise, as part of the basis for this study was the lack of deeper explanations within the 
area. It is also not surprising that the general aspects cannot be found as much in previous 
studies, as these are partly outside the main scope and have more value in being influencing 
aspects.  
 
What is a bit more interesting is the lack of more specific discussions around colour and 
consistency. Consistency was as discussed a theme with diverse opinions, but at least the aspect 
of internal consistency was one which the majority of participants found important. Colour was 
likewise a theme that many found important, and it was also one that was influencing a lot of 
other themes.  

5.3 Conclusions 
The purpose of this study was to explore the concept of trust formation within the area of e-
health. In doing so, the hope was to discover how surface level user experience design could 
help the trust formation for new users of these services. The approach was qualitative 
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exploratory as it aimed to explore not only the aspects themselves but also the reasoning behind 
why certain aspects would be important. The study therefore began with defining and exploring 
established connections between the concepts of e-government, e-health, trust, and user 
experience design. For the research methods, the main method of semi-structured interviews 
was used. In combination with this, the think-aloud protocol was also used for exploring 
participants’ thoughts while preforming tasks with a prototype of an e-health system.  
 
Within surface level UX design the aspects that have been found to have clear connection to the 
trust formation are uniformity, internal consistency, colour palettes, typography, and design 
composition. While some were discussed more directly than other, all can be found within 
aspects that did have an effect on the participants trust. The other two aspects, contrast and 
external consistency, were discussed but with more diverse results. While some participants did 
find these aspects important for trust formation, others stated that they were not. 
 
As reasons behind why these aspects were important, many participants mentioned aspects 
within the themes of craftsmanship and expectations. The reasoning around craftsmanship 
mainly boiled down to the organisation behind the website showing their professionality, and 
that the necessary effort was put into the site and the user experience design. Expectations were 
more about what the participants expected from a certain type of website and organisation, both 
on the level of design and on being able to get the information and functionalities they expected. 
 
Other themes also emerged that were not directly within the scope of surface level design, but 
those were important enough to the participants that they could influence those aspects. Some 
overlap can also be found in the discussion about the surface level aspects. These themes were 
concerned with showing who is behind the website, avoiding unfitting marketing practices, 
having secure sign in, having high quality content, and allowing easy findability.  
 
In general, a simple and clear design seems to be preferred for trust formation. The participants 
did expect a level of professionalism from the system, but not too advanced design choices. 
Interestingly enough, in some specific cases participants also mentioned aspects of a bad 
experience that would not influence their trust. This usually had to do with low expectations, or 
smaller issues that was not deemed important enough to hurt the trust. 
 
Overall, the findings were in line with previous studies conducted within the area. Some new 
aspects and connections were however found in this study, which likely was mainly because of 
the narrower scope and focus on reasoning. Those were the themes of consistency, colour and 
some parts of the reading experience. 

5.4 Limitations 
A big influence on many of the steps of this study was the outbreak of COVID-19. It forced the 
interviews to be conducted completely in the online environment, and therefore impacted 
preparation, implementation and probably the results as well.  
 
While the online environment had some advantages, it brought a whole new set of challenges, 
especially during the actual interviews. It proved itself to be harder to keep the flow of the 
conversation, as well as to keep the participants relaxed. Forced pauses and trying to not jump 
into the speech of others were a bit problematic and would have been much easier to handle if 
it had been a face to face conversation. 
 
The COVID-19 influenced the development of the prototype as well. The aim from the beginning 
was to get in contact with 1177.se and try to get a dummy account for testing, as it would reduce 
a lot of translating and allowed to rather do user testing of changes in the design of their system. 
Unfortunately, as all e-health services were overwhelmed due to the pandemic it was impossible 
to get into contact with them, and therefore the prototype had to be developed by obtaining 
inspiration from different sources.  
 
Finally, there was also a possible bias of the recruitment process. As the recruitment for the 
study had to be done via the internet, it also means that the people gathered through the 
questionnaire were already probably higher on trusting the internet and electronic social 
interactions which influences the profile of participants and therefore the results as well. 
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Recruitment through the internet also limited the size and diversity of the sample, as not that 
many people filled in the questionnaire. 
 
Overall, the study had to be adapted to the sudden changes and those should be taken into 
account while reading this report. 

5.5 Future research 
Some aspects emerged during the analysis that were not expected, and therefore not focused on 
in the preparation for the study. One such example was the focus on accessibility, which was 
not focused on in this study, and therefore no participants from those groups were included. 
Studies more focused on such aspects may be able to get more information about them, 
especially if they were to include participants with more experience in those areas. 
 
Another area that further studies could look deeper into, is to implement user testing of the 
aspects as complement to the interviews. As some concepts of this study seemed to be harder 
to grasp for the participants, testing which would explicitly expose the participants to different 
versions of these aspects may yield interesting results.  
 
In general, as was explained in the Background and Purpose chapters, it is necessary to add 
more studies on the topic of trust to be able to unite the results. Preferably more studies from 
the European settings should be added, since currently most studies have been done in USA or 
Asia. Once the results are unified it will be crucial to develop measuring tools and proceed with 
more quantitative studies on identified aspects, such as those proposed by this thesis. 
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8 Appendices 

Appendix 1: Prototype 

 

 

Figure 12: Prototype - Menu Life & Health 

 

 

Figure 13: Prototype - Menu Injuries 

Figure 11: Prototype - Home page 
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Figure 14: Prototype - Menu Diseases 

 

 

Figure 15: Prototype - Menu Treatment 

 

 

Figure 16: Prototype - Menu How healthcare works 

 

Figure 17: Prototype - Dental care 
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Figure 18: Prototype - Teeth whitening part 1 
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Figure 19: Prototype - Teeth whitening part 2 
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Figure 20: Prototype - Teeth 
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Figure 21: Prototype - Teeth grinding & Jaw clenching part 1 
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Figure 22: Prototype - Teeth grinding & Jaw clenching part 2 
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Figure 23: Prototype - Sign in 

 

 

Figure 24: Prototype - My pages 

 

 

Figure 25: Prototype - Record services 
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Figure 26: Prototype - Medical records 

 

 

Figure 27: Prototype - Test result 
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Figure 28: Prototype - Test results detail 

 

 

Figure 29: Prototype - Pharmaceutical services 
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Figure 30: Prototype - Presciptions 
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Figure 31: Prototype - Prescription details 

 

Figure 32: Prototype - Healthcare center 
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Figure 33: Prototype - Renewing prescription 

  



 

71 
 

Appendix 2: Participant form 

 
 
 
 
 
 
 

 

 

 

 

Figure 34: Participant form - page 1 
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Figure 35: Participant form - page 2 part 1 
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Figure 36: Participant form - page 2 part 2 
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Appendix 3: Consent form 

Consent of participation in a study  

Of E-health systems  

Conducted by Malin Billqvist Ung and David Neveceral  

I agree to participate in an interview for the purpose of Master thesis at Jönköping 
university in Sweden under the following terms.   
  

1. I have been given necessary information about my participation where the 
full briefing will be given after the interview.  

2. I participate in this study voluntarily without any external pressure or 
promised reward.  

3. I understand that I have the right to not answer any question and to 
withdraw from the study completely with the request of deleting all the 
recordings.   

4. I understand that the study will be further analyzed and for that purpose only 
the voice recording will be taken.  During the interview the interviewers 
might be taking additional notes. In the case that I would like to stop the 
recording I can withdraw from the study at any time.  

5. I agree with sharing my computer screen during performing given tasks with 
prototype. This material will not be recorded and will only result in taking 
notes by interviewers.  

6. I have been given the guarantees of anonymizing the recorded data as soon 
as possible within the process of analysis. The recordings will be stored for 
one year, counting from the day of publishing the thesis. I understand that 
excerpts from my transcribed speech might occur in the thesis, but those will 
be anonymized without any indication of me personally.   

 

Date:  

  

Participant´s signature:  

  

Researchers´ signature:   
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Appendix 4: Tasks description 

Thank you for taking part in this study!  

Here is a description of the tasks that we would like you to try to carry out using the 
prototype available on:  

 

After loading you should see a webpage where you are able to click on different 
objects and navigate yourself through different pages. As you will be operating a 
prototype, there is a chance you will arrive at a dead end (some links might not lead 
to any page). In case of any issues with prototype misbehaving do not hesitate to ask 
us for help. Please do not use the search field of the website. The interviewers will 
help you with setting up the screen sharing functionality for this part of the study.  

The text in bold is the description of the task, while the regular text serves to give 
you some background information. There is no strict order in which you must do the 
tasks, nor is there a correct or incorrect solution. Please do not rush, as the time of 
completion is not important.  Please move on whenever you feel that you have 
found the answers or when you would feel that you would give up.  

Description of the tasks and situations:  

Your friends recently told you that when you sleep you are making weird noises with 
your teeth. In the past few weeks, you also realized that your jaw hurts more than 
usual. It gets you worried, and you have decided to find out more information about 
that matter.  

Have a look on the website and try to find information about grinding teeth. Do 
you need to see a doctor about this issue? Is there something that you can do by 
yourself to make it better?  

While browsing you also start to think about how your teeth are not so shiny as they 
used to be. Perhaps it is because of the love for coffee and red wine. You start to 
wonder if a dentist could help you with that.  

Are there any restrictions for getting teeth whitening by the dentist?  You know 
you have some issues with the roots of your teeth. Is the classical whitening 
method suitable for you?  

You remember that some weeks ago you took a blood test and have not seen the 
results yet.  

Try to find where your results of the blood test are. If you remember correctly, 
they were taken around the end of February.   
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For the final task you will be going abroad for the next half a year. You sometimes 
suffer from pollen with allergic reactions and would like to make sure that you have 
enough of your medicine with you.  

Find a way how to renew your prescription for Cezera (a drug used for reducing 
allergies).  
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Appendix 5: Interview guide 
 

   

Introduction 
• Welcome 

• Thank you for participation 

• Introduce us and the project 

o Our names and what do we 

study 

o Purpose of Master thesis at JU 

o The idea of looking at trust for this website about e-health 

▪ What is e-health - supporting medical care with 

online resources, examples websites, online bookings 

of visits 

 

Consent and Ethics 
• You can withdraw from participating at any 

time without any penalties – important that you 

participate willingly 

• The audio from the session will be recorded and 

later transcribed for analysis purposes. 

• Screen sharing will not be recorded, only 

observed where you are 

• Data and the consent will be stored for a year after the publishing 

the thesis.  

• All the data will be anonymized while transcribing, so excerpts 

might occur in the thesis but there will be no way of linking them 

back to you. 

• Please sign the document 

 

Introduction to think-aloud 

Our project of e-
health 
 
Think about trust 

Withdraw 
 
Store 
 
Sign 
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• Please try to perform the presented tasks 

and while doing so continuously try to 

verbalize all your thoughts that occur while 

you are working on the tasks. 

• You do not need to describe what you are 

clicking on. More what you are thinking and 

feeling, any questions or obstacles that arise. 

• There are no wrong or correct ways how to 

perform the task. As it is a mock-up you might arrive to dead end. 

 

Introduction to tasks 
• Here is a document which describes the tasks we would like you to 

perform with the mock-up of the website. You can do them in any 

order. If you have any questions about the tasks please do not 

hesitate to ask us now, as we will not interrupt while you will be 

doing those tasks. 

• Let them read the document 

 

Actual conducting of think-aloud 
• Only allowed prompts: 

o Please keep talking. 

o Ummm. 

o Hmmm. 

o Please focus more on your thoughts – modified based on if 

and how much do they deviate from think-aloud 

 

Breaking the ice 
• Keep the mock-up open as it might help 

with some questions. 

• How would you describe your 

experience while you were using the 

mock-up? 

• Did you find the website trustworthy? 

• Would you feel safe/vulnerable? 

Thoughts not 
reading 
 
Trust 
 
Dead ends 
 
No time, no 
correct 

Keep prototype 
opened 
 
Experience? 
 
Trustworthy? 
 
Things mentioned 
in think-aloud? 
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• OPEN AREA FOR QUESTIONS - Any question if they mentioned 

something specific during think-aloud 

o Could you elaborate more on ….?  

o Why did you feel this way when you were doing …...? 

o You mentioned X, can you explain a bit more about that? / 

You mentioned aspect X, can you explain more what was 

good/bad about that? 

 
 
 

More specific questions about the website 
• Was there anything on that website you just 

tested that moved you more towards trust or 

distrust? 

 
 

• Contrast  

o Do you trust that the website is drawing attention to the 

most important information? 

• Uniformity  

o Did you feel any of the design layout was confusing or 

overwhelming? 

• Color & typography  

o Did your trust get influenced by typography? 

o Did your trust get influenced by color selection? 

 
 

• Contrast 

o Do you trust a website more if it seems to highlight 

important information? 

• Uniformity 

o Is your trust affected if you find elements on the page on 

the places where you do not expect them to be? 

• Consistency 

o Is your trust affected if the design of different part of the 

website has different style? 

ASK WHY 
 
Focus 
negatives 
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o Is your trust affected if the design of the website is very 

different from design of other services from the same field? 

• Composition 

o Does the overall feel of the design affect your trust in the 

website? 

 

• Can you think of any design choices that would make you trust a 

website more? 

• Can you think of any design choices that would make you trust a 

website less? 
 

General thoughts on trust 
• What would hurt your trust to e-health system? 

• Would you feel comfortable inputting your 

personal information (birth date, diseases, 

family diseases) online? 

• Would you feel comfortable receiving sensitive 

information from your doctor online?  

• Is there any difference in your trust to health information found 

online or received personally? 

Ending of the interview 
• Is there anything else from the interview or the tasks you would 

like to say more about? 

• Unless there is something more that you would like to add, that 

will be all. 

Briefing 
• Thank you for all your time. 

• The mock-up is actually based on design of existing e-health 

websites. 

• If you would be interested in the results of the study, we would be 

happy to share the final results with you. 

 

 
 
 
 

ASK WHY 
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Appendix 6: Themes & Codes 
 

Group Theme Code 

Surface level aspects Colour Associations 

  Combinations 

  Supporting the experience 

 Reading experience Trust not affected by highlighting information 

  Accessibility appreciation 

  Highlighting 

  Typography 

 Element placements Layout 

  Unexpected placement 

 Consistency Internal 

  External 

  Trust not affected by internal 

  Trust not affected by external 

 Design feel Overall feeling 

  Easy going design 

Overarching reasoning Craftsmanship Effort 

  User consideration 

  Following conventions 

  Non-working functionality  

  Professional feeling 

 Expectations Fulfilling purpose 

  Meeting expectations 

  Serving the wanted information 

  Familiar design feeling 

Aspects not related to 
surface level 

Who is behind it Pre-existing trust in government run 

  Reputation 

  Showing ownership 

  Sourcing 

 Security Sign in 

  Apparent borders of system 

  Security concerns 

 Marketing practices Marketing practices 

 Information findability Navigation 

  Guidance 

  Categorisation 

  Structure 

 Content Writing style 

  Poor quality content 

  Up to date information 

General General findings Advantages of e-health 

  Personally contacting doctor > e-health 

  General aversion to online health information 

  Wanting search option 

  Bad experience not influencing trust 

Table 10: Findings – All Groups, Themes & Codes 


