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Persona Methodology

Sapient’s approach to design focuses on understanding user experience to define innovative solutions. By understanding the users’ experiences we can make their experiences better and more natural. User experience research provides an understanding of user behavior that goes deeper than traditional approaches. Utilizing qualitative methodologies from the social and cognitive sciences, Sapient employs an approach that leads to powerful new kinds of information that deepens the understanding of user needs and complements traditional approaches.

User experience research begins with investigation to understand routines, tools, and behaviors of the user community. This observation yields data regarding people’s perceptions, attitudes, beliefs and values. Next, this data is analyzed into themes and patterns, which in turn allow for the creation of user segments and personas. These segment and persona models help us better understand the end user and develop innovative ways to improve the targeted users’ experience.

The end results are solutions that support users’ activities as well as business objectives for the Pearson Assignment Wizard project.

For the Pearson Portal Project, 18 interview sessions were conducted (as of 7/16) with the AB Longman Sales staff. Each lasted approximately 60 minutes, and took place over the telephone, and where possible in person. The interview protocol that was used to guide the investigation was designed to help us develop an understanding of the hurdles the sales staff encounter while working with Instructors and provide insights on the instructors. These one on one interviews allowed us to dive deeper into the research while avoiding potentially skewing factors found in other qualitative methodologies like focus groups (e.g., dominant personalities, social discomfort, difficulty of quickly articulating experiences, and lack of environmental cues). The results of this investigation provided us with real-world patterns of how instructors and students prioritize, organize and disseminate information. 

In addition to the direct user research, Sapient conducted a series of participatory design sessions with both key stakeholders and sales associates. As part of a comprehensive design methodology that fosters the exploration of concepts and the development of prototypes through a collaborative effort with stake-holders and end users.

What is a Segmentation model?

User segments divide large groups of users into categories based on common traits and needs. That provide a foundation for team members to understand the larger user communities, and their associated common needs. The Pearson Education Assignment Wizard community has three primary segments, - the student, who is an active consumer of content generated by the wizard – the instructor, who is the active content creator – and the sales representative who is also a content creator.

Student Segment

The primary portion of the student segment is the recent high school graduate seeking an associate or undergraduate degree by attending a community college, or four-year state collage. A significant portion of this segment will be enrolled in at least one developmental course in their first year. The remaining portion of the student segment is composed of students who have recently re-entered the educational space, after a short period of time. Although this portion of the student segment has more life knowledge they still suffer similar developmental characteristics, mostly brought on due to a recent lack of study experience.
New Student Characteristics

· 17-23 years of age

· Categorized as Digital Natives or Millennials - they have grown up with technology

· Have experience and are comfortable with technology even though they may not understand it

· Email, chat/IM, and mobile phones are primary forms of communication

· Spend a significant amount of time on entertainment and games

· Prefer an environment with multiple forms of simultaneous sensory input (music playing while reading, for example)

Returning Student Characteristics

· 25-32 years of age

· Categorized as Digital Immigrants - they have embraced technology, but have not been immersed into it

· Have a tenuous relationship with technology reverting to traditional techniques under stress

· Email, and mobile phones are primary forms of communications

· Spend a significant amount of time passively consuming entertainment, with some time spent on games

· Prefer a single channel delivery of input (quiet room while reading, for example)
Instructor Segment

The instructor segment is divided into two sub-groups, comprised of; graduate students seeking degrees in education or instructional design, and adjunct or full time instructors teaching at 2 years community colleges or full time instructors teaching at 4 year state universities.
Graduate Students

· 23-32 years of age

· Categorized as Digital Immigrants - they have embraced technology, in both life and work

· Have a tenuous relationship with technology reverting to traditional techniques under stress

· Email, and mobile phones are primary forms of communications

· Spend a significant amount of time passively consuming information and entertainment, with little time spent on games

· Prefer a single channel delivery of input (quiet room while reading, for example)

Instructors

· 30-50 years of age

· Categorized as Digital Immigrants or Digital Naive - some have migrated to technology while others have reservations about adoption

· Have experience and are comfortable with some technology but may or may not understand how it works

· Phone, email, and written document are primary forms of communication

· Spend a significant amount of time in the academic environment

· Are concerned about education and learning from both philosophical and professional perspectives

Sales Associate Segment

The primary portion of the sales associate segment has been with the company for over 8 years, and is very familiar with the products they are offering their clients. Overwhelmed at times, by the shear number of potential instructors, they are forced to prioritize their offerings based on an intimate knowledge of their clients. The remaining portion of the sales associate segment has not been with the company as long, and has fewer internal tools to help them manage. But they are equally familiar with the offerings, and their clients.

Sales Associate

· 25-65 years of age

· Most likely Digital Immigrants - they have migrated to technology

· Have experience and are comfortable with some technology (usually specific to their job tasks) but may or may not understand how it works

· Phone, email, and written document are primary forms of communication

· Spend a significant amount of time in the academic/business administration environment

· Are concerned about the companies products and their job success and satisfaction

· Are not (usually) concerned with the research aspects of the institution, but are (usually) concerned with teaching/learning aspects of the institution

What are Personas?

Personas are fictitious representations of potential users that are based on our user segments. They provide a glimpse into the motivations and characteristics of portions of the user community. This allows various team members to understand and internalize motivations and needs in a manner that is similar to a potential user of the system. 

The goal of creating and using personas is to redirect the focus of the development process towards the goals, needs and motivations of the people who will interact with the end solutions. And begin to answer questions such as:

· What will instructors, and students, find valuable in the experience?

· And why will they value it?
Personas are based on real people, and describe what they say and what they do. Usable Persona descriptions are not lists of tasks or duties, but are narratives that describe key behaviors, motivators, and pain points.

Personas provide simple, clear aggregations of profiles that target primary customer types within our segmentation. That provide unique perspectives and insights that are prioritized to develop primary and supporting needs.

New Student - Suzy
Suzy represents the online socialite. Staying in touch with her friends and communities is of utmost importance. While not concerned with technology per se, Suzy utilizes online technology in all facets of her life. Suzy is an AIM and Skype power-user and has a thriving MySpace presence. She is the quintessential Digital Native.

Implications For Design

Suzy wants an engaging approach to information. She’s more likely to gravitate to simple ‘at a glance’ tools that give her context, but don’t bog her down with details. The design will need to focus on simple, engaging tools that enable her lifestyle, while directing her to deeper information she will need to be successful in her studies. Focusing on features that provide:

· High level class schedules that provide context, and engagement

· Access to compartmentalized content that clearly direct her
New Student - Nate
Nate is the typical digital native. Laptop, iPod, and wireless Bluetooth headset are ever-present parts of his lifestyle. He blogs about the hip and cool and is dedicated to a MMORPG. Nate is intelligent with high problem solving skills, but can become disinterested rapidly when his learning environment fails to provide him with challenges and alternative ways of exploring the material.

Implications For Design

Nate can be critical of technology implementations, and is quick to disregard technology offerings that fail to meet his needs, or integrate into his lifestyle. He is more likely to adopt solutions that allow him the flexibility to manage his study and life on his terms. The design will need to offer Nate compelling tools that provide flexibility and continually offer access to additional resources. Focusing on features that:

· Provide real time information that doesn’t require his initiation, such as RSS feeds or text message alerts of class schedules and assignment updates and reminders

· Ad-hock access to additional content, such as Research Navigator and premium one off purchase components such as;

· PodCasts that provide section based learning alternatives

· Section based study and Examination preparation material

New Student - Isha
Isha is an international student who has been in the U.S. for three years. She was an international exchange student in the mid-west, and is currently attending a for year state university in the United States. Isha comes from a culture significantly different than the Western culture of the U.S. and she continually struggles to balance her heritage with the expectations of her non-foreign friends. Isha’s ability to attend the university comes from her family and she knows that they have high expectations for her academic performance. Isha will return to her country following graduation where she will likely take a position with her family’s company. In the meantime, she tries to sort out the differences in language and culture and the deal with the restrictions and stereotypes of being a foreign student.

Implications For Design

Isha is accepting of heavily designed websites, but personally feels they are over done. She is more likely to be interested in the additional content offered by Pearson. Specifically access to Research Navigator, and other content she can leverage in her other classes. To meet Isha’s needs, and add value to her experience the system will need to offer:

· Access to research tools, that don’t put limits on her exploration

· Section based study and examination preparation material
Returning Student - Rhonda
Rhonda is a returning student, a significant variation of the student persona. Having dropped out of college after graduating high school 14 years ago, she is now a single mother with two children and a full-time day job. Taking classes at her local community college in the evening, she is serious about finishing her education to better her life, but faces serious time and financial hurdles in her quest.

Rhonda does not have time to keep up with technology or spend on entertainment. The Internet is both useful and uncomfortable at the same time.

Implications For Design

Rohnda is over tasked both mentally and finically, and she is always on the look out for ways to cut costs. She is likely to have purchased a used text, or borrowed one from a friend. She is generally skeptical of over inflated sales pitches, and ‘deals’, as she has been burned before by over promises and under delivery. Ronda will be more likely to freely provide registration and personal information to gain access to systems that offer a clear value, but will quickly abandon a system that fails to live up to its promises. To meet Ronda’s needs the system will need to offer:

· A clear value proposition, illustrating the benefits and requirements

· Full access to study material, that does not require financial commitment

It should be noted that if Ronda is shown the value of the material, she will become more likely to consider small purchases for additional targeted content. But will be put off by a system that only offers a summary of content, and requires payment prior to fully demonstrating value.

Instructor - Paul
Paul is a postgraduate student pursuing a degree in instructional design. He’s trying to balance the demands of classes and research papers, being a TA, trying to earn enough money to get by, and having some shred of a social life. Paul runs two classes a week, in addition to managing the organization of assignments and grading. Paul is very interested in course management systems, and has talked a number of times to his faculty head about the benefits. Although interest is growing in his department, he realizes that any implementation will be slow to come, with a high likelihood that it will not be implemented until after his graduation.

Implications For Design

Paul is stretched far beyond his means, and is in a constant struggle to manage his work and study. He is always looking for tools, and tricks to save time and automate remedial tasks. Paul will find grate value in a system that handles the little things, freeing his time for the more complex tasks. He will also be very interested in any system that has a zero cost implementation, as this can give him a way to demonstrate to his department head the benefits of a full course management system. Paul will benefit from a system that can deliver:

· A single point for distributing new and updated assignments

Instructor - Madeline
Madeline represents the teaching faculty. She teaches five classes on English and literature per semester in the department of Humanities in the college of Liberal Arts and Sciences in the Community College where she is trying to get tenure. Madeline is passionate about students learning and appreciating language and literature, and is knowledgeable in pedagogy if somewhat green in its application. Madeline has concerns about using technology for learning, but has heard about and experienced some successful applications of technology to improve student learning. Madeline believes that technology should be subservient to learning, never the other way around.

Implications For Design

Madeline is looking for a tool, with flexibility. Not a tool that forces her to change her teaching methods. The system will have to enable her with a flexible offering that she can bend to fit her needs. Madeline will be very interested in a system that offers:

· Flexible assignment structures, that allow her to decide what content should be included, and how it should be structured

· Additional learning material that closely match the subject areas she is teaching

Instructor - Owen
Owen represents the longtime faculty member who is opposed to modern changes in the university, education, and pedagogy. Owen is a senior, tenured faculty member in his department with several decades of teaching experience. For better or worse, Owen holds to and practices the philosophy of education from a previous age. He sees a decline in the education of modern students and feels this is linked to the pervasive use of technology both inside and outside of school. Although when pressed with the question, he will mostly complain about the quality of television broadcasts, and the amount of time his students spend playing video games instead of studying. Owen has refused technology almost in total. He still has a phone with a cord at home, does not use a computer, prefers a book over the Internet, would rather hand-write a letter than type an email, and when he goes to the bank, Owen goes inside and interacts with the teller rather than use an ATM.

Implications For Design

In order to interest Owen, the system will need to clearly demonstrate a value that outweighs his trepidation towards technology. He will be more interested in how the system can benefit his students, and their understanding of the subject mater that providing him with an easier method of completing a task. In order to be successful, the system will need to offer Owen:

· A clear benefit for his students, both in the content it offers and in its ability to help the student become better prepared for his lectures

Instructor - David
David represents the dean faculty member, the head administrator of a department or college. David is the dean of the college of Applied Sciences at a large university and reports to the provost. David supervises the academic affairs of the college such as hiring, promotion, tenure, and evaluation. David takes his role seriously and views himself as the champion, defender, and (whether he consciously notes it or not) the owner and final authority of his college in the university. He is cautious of policies made outside of his college that affect the inside of his college, and realizes that he operates in a highly political environment.
Implications For Design

David is most interested in systems that will help his faculty, and be flexible enough to be leveraged across the department. He is very aware of the different teaching styles within his department, and will be most interested in a system that allows his faculty to continue teaching in their style, while providing a common set of tools that the students can grow accustom to. In order to satisfy David’s interests, the system will need to:

· Accommodate the syllabus structure that is mandated by his university

· Provide a basic set of functionality, that instructors can build upon if desired

[image: image1.jpg]






Sapient | Pearson Education User Experience Research


Student – Instructor – Sales, Segments & Personas


July 16, 2007








© 2007 SAPIENT CORPORATION  |  CONFIDENTIAL

Prepared for Pearson Education by Sapient  |  Confidential 
4

