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Sample persona document

Joseph

Sustainable home improver

Age iz

Occupation Solar panel installer

Education Advanced diploma
(Electrician)

Family status Married, 2 children

Location Blaxland, N5W

Challenges Mildly diyslexic

Online locations: Home

Computer type:  Windows deskiop

Connection type: ADSLY (ADSL2 not
avallable in his area)

Internet usage:  2-3hrs (after hours)

Top five bookmarked websites:

. Facebook . Huostrnall

. ninemsn - Tunes

+  Courler mall

Technophobe Wired

Words/Numbers Plctures

Immeadiate Future

Joseph is looking to save money on
"green” home improvements

What Is getting in the way?

. Winrking ouwt the best way to finance his green renovations is
confusing.

+  Thelong application process |s a hassle.

. Some providers offer "green loans” with lower interest rates,
some others have better loan featwres which ks confusing.
Limited time to researchflook into different options s
frustrating.

How will Joseph interact with
Greening Your Home?

Refesrer Internet search
Intreduction touchpoint Website home page

Questions
«  How rmuch can | borrow?
. Am | better off getting a credit card or redrawing on home
equity?
How do specialist loan providers compare to major banks?
+  Who offers "green loans™? How much would | save?
+  What government subsidies/rebates apply?

Reasons to returmn
Comparing rates/features with other providers.
Caloulating repayments.
. Learning about subsidy options.
«  Subrnitting an application.

Who influences Joseph?
Influencer

e Influsencer

» "

¢ Mom- 1
5

inﬂueme:

"\. -

L

Influencer

Influencer

Joseph's situation
Goals
. To renovate his home, including adding some energy and water

efficlency measures.
To increase the walue and reduce operating costs of his home.

Keywords
renewable energy, solar, sustainability, environment, home
Improvements, renovatkons, green loans

Joseph's story

I'm looking to renovate rmy home to make it more sustainable. | got
into the renewable energy field because | was interested in electronics
and working with my hands, and | thowght it would be a good industry
with strang prospects fior the future.

lwoubdn't call myself an "environmentalist” - Fm not a greeny — but | do
enjoy the fact 'm helping reduce emissions, which seems to be very

‘With 2 kids it's important to me that we help fix some of the
things that we'we done wrong for their sake.

I'm gabng 1o do some of the work on the house myself - ['ve already
installed panels myself and done some previows minor renovatsns —
but | will need some help. Mainly, though, | just need enough money 1o
|pay for the up-front cost of things - | know we'll get the money back
throwgh savings In the longer term.

I'm aware of some of the government rebates related to solar energy (as
part of my job), 5o 'm looking to find out if there are similar options for

water and energy efficiency.
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Teachers, we don't have a lot of time to deal with extra
problems, outside of our everyday chaos.

At home, | use the Internet to do research for the book
lam writing.| am also an avid cook, so | connect almast
every evening to pick out recipes and view the recipes
I've saved online. When | am at home, | have a little bit
more time to troubleshoot if needed. And, | do prefer
to fix the problem myself, if possible.

This user has a high need for connection and

a moderately high willingness to troubleshoot
problems when they arise. She is interested in :

what is happening and why the function is
being performed. She wants to learn about
her computer and DSL.Tina will study simple

wiring diagrams, try to check connections and -

will download DSL software. She wants to

learn more computer jargon, but explanations

may be needed. She may also use a chat for

customer support, to learn how to fix her DSL

connection in her classroom or at home by
herself.

FEATURES AND FUNCTIONALITY BY PERSONATYPE

Autonomy

CONNECTION NEEDS

In her classroom, for both personal and
classroom use

At home, for research, web browsing and
checking email

Connection needs to work most of the
time of Tina will move to a new company

QUESTIONS ASKED WHEN
CONSIDERING A PROVIDER

“How reliable is this service in providing
a cennection in my room and at home?”

“Do they provide information to me on
my connection?”

"Do they pravide online chat and an
online troubleshooting tool?”

"Do they contact me about upgrades and
sacurity updates?”

SUPPORT PREFERENCES
» Writes an email or chat to customer support with questions or problems

» Will use a tutorial, especially on first visit to a tool or site and will read it carefully, applying
knowledge to other areas of the company’s products

» Expects a self-help tool and will troubleshoot on her own whenever possible, using the tool

» Will only call customer support via telephone as a"last resort”

SECURITY CONCERNS

» Implements security tools and likes that they are provided for her

» Wants to be sure that her passwords are secure and appreciates any information that helps her
with password security
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Anita the Author

About me

My day job is a support role for my team. I have been around for a few
years so I know the business well and I know who’s who in the different
groups. I am the person people go to when they can’t find what they
need on the intranet or in Inflo. Authoring intranet content is a small part
of my job but is an important way for us to share information about our
team and our policies and processes.

Frequent tasks

|| » People search, phone calls and email
“T need the training and = Organising meetings and events
support to put timely « Writing content and emailing updates to the intranet team
information on the intranet” - Accessing systems such as Inflo, HROnline and Yammer
Interactions
e 33
he I spend a lot of my time with people, sometimes face-to-face but a lot of
Location 990 La Trobe phone calls and email. Most of it would be with my immediate team, but
if I need something I have a network of people across the business who I
Time with MW = o can ask for help. I find Yammer a really useful tool for sharing
information and getting answers to questions.
Work environment  Office based What I need from the intranet
e rerm e | ee e I need to be able to update my content quickly and without any hassles
remotely? or bottlenecks. I'd like to be able to present it in an attractive way so
_ people will be encouraged to read and use it. I also need people to have
Comfort with Tech Pretty good and up-to-date intranet profiles so we can find the right person to help when

willing to learn questions arise.

Rebecca Jackson, Melbourne Water
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Policy officer - Peter

Age - 39

Location — Sydney CBD

Time with the department - 3 years; previously in federal government
Working environment - office

Access to the intranet — desktop, iPad

Interests - triathlons, renovating, junior cricket coaching

About my JOb land use planning. I need to tap into existing networks

[ work with a broad cross-section of the department to and bring reference groups together, so we can discuss

facilitate, coordinate and develop whole-of-department issues as they arise.

responses to public policy issues. My job involves a lot of . :
1 PUDIIC POTLC Y} Lo Who I work with

research, analysis, industry consultation, and relationship

management. I prepare briefs and correspondence on our * Subject matter experts from across the department

policy position, research and prepare Cabinet proposals, * Media officers

coordinate the review of Bills, support inter-departmental = Ministerial and Departmental Liaison Office

and inter-jurisdictional committees, and am often required = Policy officers specialising in other topics

to provide advice to the Minister’s office on tight timeframes. = Legal Branch

A lot of my work is cabinet in confidence, or around sensitive » External industry, peak bodies, other agencies,

matters, so granular control over document security is very )

. ; : : What I need

mportant.

Work pressures I need... So that...

»  Alot of my work involves working to very tight Notifications of changes to I can be sure our briefs and
deadlines. I need to be able to find the right people and templates C"Zf1‘1“9513‘3’11"1‘911(-"? comply
I T T T -SRI PR PN with the department’s and
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Age - 39
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A lot of my work is cabinet in confidence, or around sensitive
matters, so granular control over document security is very
important.

Work pressures

= Alot of my work involves working to very tight
deadlines. I need to be able to find the right people and
get an answer quickly. If people are on leave or
unavailable, I need to know who else I can contact. I also
have to develop an in-depth understanding of topics
quickly.

= [ do alot of consultation to gather input from industry
bodies, other agencies and other jurisdictions. When we
are working on documents together, version control is
very difficult to manage.

=  When I get a draft Ministerial brief from a staff member,
they have often used an old template, so I have to
reformat the content so it doesn’t get sent back from the
Minister’s office.

= Not everyone is using the same records management
system. | have to work in multiple records management
systems, which are all set up and used differently, and
deal with some parts of the department via e-mail. It’s
hard to keep track of everything; it would be so much
easier if it was all in one place.

* [need to be able to provide consistent, sound advice in
line with the department’s policy position and strategic
intent. I need a full and accurate history of previous
responses, and to know if there are other requests for
responses on the same issue across the cluster.

What I need

xternal industry, peak bodies, other agencies,

I need...

So that...

Notifications of changes to
templates

I can be sure our briefs and
correspondence comply
with the department’s and
Minister’s requirements

To be able to find subject
matter experts quickly

I can consult the right people
and provide quality, timely
advice to the Minister’s
office

A secure area to work on
draft documents with other
parties that I can control
access to

I can get input from
individuals across the
department and external
parties without exposing the
rest of the department to
sensitive issues

An easy to search repository
to capture our policy
position and previous
research, analysis and
responses on a broad range
of topics

We can provide consistent,
sound advice to the Director
General and Ministers, and |
can build my expertise in
other topic areas

One place for all briefs and
correspondence, with access
controls, audit trail and

I can keep track of
everything that’s in train,
especially when there are




Policy officer - Peter

Age - 39

Location - Sydney CBD

Time with the department — 3 years; previously in federal government
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A lot of my work is cabinet in confidence, or around sensitive

matters, so granular control over document security is very
important.

Work pressures

A lot of my work involves working to very tight
deadlines. I need to be able to find the right people and
get an answer quickly. If people are on leave or
unavailable, I need to know who else I can contact. I also
have to develop an in-depth understanding of topics
quickly.
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reformat the content so it doesn’t get sent back from the
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Not everyone is using the same records management
system. I have to work in multiple records management
systems, which are all set up and used differently, and
deal with some parts of the department via e-mail. It’s
hard to keep track of everything; it would be so much
easier if it was all in one place.

I need to be able to provide consistent, sound advice in
line with the department’s policy position and strategic
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“ Because we can’t run every decision past a field of actual end
users, we rely on personas to 1 . They
. We In meetings. It would all
be very weird, if it wasn’t i

Corey Vilhauer, Blend Interactive/A List Apart
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Af roview time peopls go ses iholr managers and we try to gha
hom mons [salaryh. Al tight temes wa've ecplained why we can't
and told them 1o bear with ws, Tha lifestyie and work arviranmet
compensata for that:

Wa oHer a stakeholder pension and gym memparship. Tea and
colfe is all free. Thers's fes parking and Saxdble lunchbreaks_ 11's
ihe inings you take for granied, not quits peres but they matier,

Wilh:the gueys, thry're trying 1o buy their frst places 5o | don't think
they're that interested In pansions.

Jonadhan was having frodbie with his overdraft on his student loan,
i e L peirying off his atudent loan

With soma of the smaliar things, like medor, if thene wis & package
Lhat comibined A8 1hoss things, not in o bty wiy, a ihase Ihngs
packaged up, A Dosic insurance, Mvestrnts packago,

To affer my people what they need at diffsrant

stages of their ives

Cpportrety
Life event packages which amployers can push at
refavant times

bt
Benefits that make the lean times easier
for evaryona

Opgoriunty:
Afferdable feel-good treats within benafits
packages

A,
Something | fesl confident explaining

Excellent support and aducation materaks for

employers

B

An approachable supplisr who understands
different sized companies
res—

Down to earth, personal servica for the small and
medium businassas
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pinterest.com/Kooj/personas
www.steptwo.com.au/papers/Kmc_personas
zum.io/resources/ZumioPersonalntro.pdf
plog.openviewpartners.com/simple-ux-user-persona
www.uxforthemasses.com/personas
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The User Is Always Right: ' a0
A Practical Guidegto C?eating and e lhnr Is Always pi
Using Personas for the Web - Steve Mulder v o
Deriving Personas for Intranet Design and \dl

Change Management - ” 4

www.youtube.com/watch?v=_KHnhXONaLnQ17
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