
LOGO 

 

 
 
 
 

Experience Definition Model (EDM) 
 

User Personas  
Release One 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



LOGO 

 

 

Document History 

Document Location 
This is a snapshot of an on-line document. Paper copies are valid only on the day they are printed. Refer to 
the author if you are in any doubt about the currency of this document. 

The source of the document will be found in … 

Revision History 
 

Revision 
Number 

Revision Date Summary of Changes 

   
   
   
   

Approvals 
This document requires following approval signature.  Signed approval forms are filed in… 
 

Name Title 
  
  
  
  

Distribution 
This document has been distributed to: 
Name Title 
  
  
  
  



LOGO 

 

 

Contents 
1. Introduction ...........................................................................................................4 

1.1 Purpose ............................................................................................................................................4 
1.2 References .......................................................................................................................................5 
1.3 Notation/Structure.............................................................................................................................5 

User Profiles ....................................................................................................................6 
1.4 User Profiles .....................................................................................................................................6 

1.4.1 Profile Categorizations.............................................................................................................6 
1.4.2 Profiles .....................................................................................................................................9 

2. Personas.............................................................................................................10 
2.1 Example Persona #{ } – {Type} ......................................................................................................10 

{Name}..................................................................................................................................................10 
2.2 Persona #1 – Consumer 1..............................................................................................................11 

George..................................................................................................................................................11 
2.3 Persona #2 – Consumer 1..............................................................................................................12 

Margarita ..............................................................................................................................................12 
2.4 Persona #3 – Consumer 2..............................................................................................................13 

Eli..........................................................................................................................................................13 
2.5 Persona #4 – Business 1................................................................................................................14 

Bruce ....................................................................................................................................................14 
2.6 Persona #5 – Business 2................................................................................................................15 

Mary......................................................................................................................................................15 
2.7 Persona #6 – Business 3................................................................................................................16 

Jaime ....................................................................................................................................................16 
2.8 Persona #7 – Business 4................................................................................................................18 

Janet.....................................................................................................................................................18 
2.9 Persona #8 – Business 4................................................................................................................19 

Bradley .................................................................................................................................................19 
2.10 Persona #9 – Developer 1 .........................................................................................................20 

Kim .......................................................................................................................................................20 
2.11 Persona #10 – Developer 2 .......................................................................................................22 

Darren...................................................................................................................................................22 



LOGO 

 

 

1. Introduction 
The document is designed to provide a characterization of a set of users who are representative of the overall 
user population. The characterization provides both User Profiles and User Personas. The definitions of the 
two, as well as of Use Case Actors are elaborated below: 

• User Profiles describe the user’s tasks or goals when interacting with the outlined system in a 
bulleted format. 

o The User Profiles work product defines the characteristics of a typical user in each user 
category. Each user profile includes a description of the user’s prior knowledge and 
experience, physical characteristics, social and physical environment, cognitive 
characteristics current job characteristics, and goals, as they relate to how the user will 
interact with the new system. 

• Personas provide illustrative representations of users of the outlined system.  

o A persona is an instantiation of a user profile in that it “brings to life” the information in the 
user profile. These personas come to life through the creation of one or more fictitious 
persons who reflect the user characteristics described in the user profile. A Persona can 
have multiple User Profiles to explain his/her interaction with the outlined system.  

o A persona turns the data of a user profile into a 'real person', and helps the design team 
focus concretely on the intended end users of the system and their needs, especially in 
cases where a design team does not have significant day-to-day contact with the user 
population. Besides a fictitious name and photograph, personas include personal details 
such as behavior patterns, goals, skills, brief context scenarios and attitudes that will have 
influence on, and therefore should be considered in, the design of the system. 

• Actors are used in system Use Cases which document individual user interactions with the system in 
a sequence of steps. The Use Cases are written from the point of view of the user in the outlined 
system. 

o Usage: Help capture functional requirements and provide testing routines to determine the 
system’s response to user interactions.  

o Multiple Use Cases will be used to describe the full interaction cycle of a user with the 
outlined system. 

 

1.1 Purpose 
The purpose of this document is to describe the User Profiles created for the outlined project. It enables: 

• Understanding of the intended users of a new system – this is vital since obtaining knowledge of the 
users’ characteristics is the first step in designing a user interface that meets their needs.  

• Defining User Profiles – thereby helping to identify and describe the intended categories of users of 
the system so that the developers can build meaningful ease-of-use and accessibility features into 
their design. 

• Compiling Personas - “bringing to life” the representative tasks and goals of the various targeted 
users, thereby enabling the user-interface design to be more effectively modeled.  
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1.2 References 
This deliverable is based on the following documents: 

• Document names 

1.3 Notation/Structure 
The structure of this document is: 

• User Profiles 

• 10 Sample Personas 
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User Profiles 

1.4 User Profiles 
The following characteristic categories and details have been identified: 

1.4.1 Profile Categorizations 

1.4.1.1 Age 

Age also plays a role in vision differences between young and older adults. For example, older adults over 
the age of 40 often suffer from presbyopia (difficulty in focusing on close items), which usually requires 
corrective lenses, typically for reading. Despite the correction afforded by reading glasses, many older adults 
with presbypoia still have trouble reading text with small fonts (10 point or less) and lower foreground to 
background color contrasts (e.g., gray text on a white background) compared to younger adults. 
 
Another study found that: 

• Older users have a more cautious user interaction approach 
• Older users spend more time reading text and instructions 
• Older users click on non-links more often (Reference: Chadwick-Dias, A. (2002). How age affects 

user performance on the Web. Usable Bits) 

1.4.1.2 Location 
Specific Location: Geographical factors (e.g., region or country, urban or rural) can affect system use. For 
example, use of computers in non-technical sectors of the United States has become commonplace, whereas 
in similar sectors of Russia, computers are often less familiar and hence require a more basic interface and 
more ongoing support. 

1.4.1.3 Language & Culture 
Language and culture can drive a user’s interaction and satisfaction with system usage. The system needs to 
support cultural differences as well as language. 

1.4.1.4 Computer Experience 
Computer Experience Level*: Prior experience influences users’ learning and use of the new system. You 
may distinguish between novice, intermediate, and expert users. Definitions will vary depending on the 
context. The following definitions are often used: 
 

• Novice users have never used a computer system or have limited computer system experience. 
• Intermediate users use a computer system to do their work but on an irregular basis. They are 

familiar with certain aspects of a computer system, such as use of a particular application. Even so, 
they demand rapid response times, brief feedback, and the capacity to carry out actions with just a 
few keystrokes or selections. 

• Expert users are very familiar with computer systems. They also demand rapid response times, brief 
feedback, and the capacity to carry out actions with just a few keystrokes or selections. Often though, 
because they are expert users, they are more likely to be accepting of usability design flaws if the 
computer system provides the functionality they need to better perform their jobs. 



LOGO 

 

 

1.4.1.5 Existing Computer Skills and Experience:  
Related, existing skills and experience influences users’ learning and use of the new system. These may 
include the following: 
 

• Hardware experience (e.g., PC, terminal, mouse, pervasive devices such as PDAs or cell phones, 
and assistive technologies) 

• Applications (e.g., Lotus Notes, Microsoft Excel, Microsoft Word, programming languages, 
programming environments, or assistive technologies such as Screen Readers) 

1.4.1.6 Knowledge of the Business Domain:  
Users’ understanding of the tasks they will perform using the new system will affect their ability to learn and 
use the new system. 

1.4.1.7 Education, Intellectual Abilities, and Skills of the User:  
Usually, strong intellectual and higher reading skills are positively correlated with users’ acceptance of new 
technology and their ability to learn and use a new system. 

1.4.1.8 Fatigue Factors or Physical Limitations:  
Fatigue and other physical limitations (e.g., fatigue as a result of repetitive tasks such as might be found in a 
bank teller station or the role of fatigue in a vigilance task, such as security monitoring) should be considered 
when it affects use of a new system, particularly in military applications. 

1.4.1.9 Gender:  
Sometimes gender will be a key attribute in distinguishing user groups, for example, a particular job may 
have requirements about height or strength (e.g., capability to lift 40 pound packages), or may have 
implications for color blindness or deficiency (e.g., seven percent of the American male population—either 
cannot distinguish red from green, or see red and green differently from most people while only 0.4 percent of 
American women have this form of color blindness). 

1.4.1.10 Disabilities:  
Such as blindness/low vision, limited/no use of hands or other dexterity issues, deafness/hard of hearing: 
These factors will affect computer use. 

1.4.1.11 Organizational Culture:  
Characteristics of the user’s organization (e.g., organizational climate, mood, decision making culture) can 
affect users work ethic and attitudes about approaching deadlines, decision making) and work in general. An 
organization’s culture regarding pace of work will provide guidance and insight into the style of user-
interaction that will be valued by the users described in the user profile. For example, a fast-paced culture will 
likely value “power user” aids in the design more so than a culture that has a slower pace of work. 
 
Organizational culture information is also useful in persona narrative development, since it can set the stage 
for the reader in terms of the environment in which the user works. 

1.4.1.12 Acceptance of Change:  
Users who have performed a certain task in the same way for a long time may be reluctant to adapt to a new 
way of working. These users may have to “unlearn” the old way and be encouraged to embrace the new way. 

1.4.1.13 Environment of Use:  
Relevant characteristics of the environment in which the system is to be used (e.g., dusty, noisy, crowded) 
can affect how the new system is designed. For example, designing user-interfaces for cash registers often 
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must take into account that users will likely be standing, which increases the display viewing distance, 
thereby necessitating the need for larger screen fonts. 

1.4.1.14 Learning Style:  
Learning styles vary across users and can affect the type of training, support, and interface style used in the 
new system. For example, some users may have a preference for tutorials, while others may prefer to learn 
by trial and error. Others need very structured learning, while others prefer flexibility in their learning 
concurrent with more control over when learning takes place. 

1.4.1.15 Attitude and Expectations:  
User attitudes and expectations about the introduction of new technology, based on past experience, affect 
learning and acceptance of a new system. For example, the design team will want to have insight into 
whether or not the average user will have had previously poor or good experiences in the roll-out of new 
technology. 

1.4.1.16 Motivational (Mandatory vs. Discretionary Users):  
User acceptance of a system is affected by whether the user’s use is mandatory or discretionary. 

• Discretionary users may use the system to do their work, although it is possible to do that work 
without using a computer, or use another competing application. 

• Mandatory users have no choice but to use the system to do their work 
 
Designing for discretionary users requires the design team to be much more aware of “competitive 
alternatives” to the new design; for example the availability of a competing site or alternative channel (such 
as a call center) when designing a self-service web site. 

1.4.1.17 High level Responsibilities: 
Defines at a high level the user’s current job responsibilities that will have an impact on the design of a new 
system. 

1.4.1.18 Roles: 
What will be the roles this person has in interacting with the new system? Often there is a one to one 
correspondence with the user and the role that will be performed (e.g., “Teller” for a branch banking teller 
application), but occasionally a user will have not only an end-user role but also an administrator role (e.g., in 
the design of a tax system, an accountant may not only use the tax system to create client tax returns but 
may also have an administrative role by granting other accountants access to the system). 

1.4.1.19 Key Activities (or Tasks):  
Describes the top three to five tasks the person accomplishes with the current system or hopes to accomplish 
with the new system. 

1.4.1.20 Training Users Receive on Systems:  
Training affects system use. For example, users that are trained prior to working on a new system will behave 
differently than those who aren’t trained in advance. The degree and type of training received also affects 
system use. 

1.4.1.21 Available Tools and Support Personnel: 
A user’s use of a new system will be affected by the existence of additional tools, support personnel, courses, 
and other resources. For example, in the brokerage industry, we see cases where much of the use of a new 
brokerage system is conducted by the broker’s assistants in large offices. Most users today rely heavily on 
MS Office applications independent of the solutions we are designing for them. 
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1.4.1.22 End Goals:  
Focuses on goals that the user has for using the solution, such as completing tasks successfully and 
efficiently. 

1.4.1.23 Experience Goals:  
Focuses on those experiences a user hopes to derive from using the system. For example, in using an online 
banking site, a user may have experience goals to feel confident that the transaction was secure. Experience 
goals are also often useful for helping “bring to life” the persona narratives. 

1.4.2 Profiles  
Profile Description Personas 

Consumer 1 Interacts with end product i.e.  1 & 2 

Young expert vs 
older novice 

Consumer 2 Same as Persona #1 but distrusts or is skeptical of 
product 

3 

Business User 1 Not industry savvy, typically hires ad agency, small 
business 

4 

Business User 2 Is industry savvy, large company, director of marketing at 
Pfizer and is familiar with marketing terms 

5 

Business User 3 Industry professional provides services for others and is 
shopping around for a more automated online support 
system.  

6 

Business User 4 Industry professional provides services for others. This 
User is a dedicated customer. 

7 & 8 

Average user vs 
High level exec. 

Developer 1 Hard core, develops pieces of outlined system 9 

Developer 2 Employee interacting with outlined system  10 
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2. Personas 

2.1 Example Persona #{ } – {Type} 

{Name} 

{Photo} 

• {Geographic Location - City, State} 

• {Age} 

• {Profession} 

 

“Persona Quote” 

 

{In story format, outline the following characteristics of your Persona. See details in 1.4.1} 

• Age 

• Location 

• Language & Culture 

• Computer Experience 

• Existing Computer Skills and Experience 

• Knowledge of the Business Domain 

• Education, Intellectual Abilities, and Skills of the User 

• Fatigue Factors or Physical Limitations 

• Gender 

• Disabilities 

• Organizational Culture 

• Acceptance of Change 

• Environment of Use 

• Learning Style 

• Attitude and Expectations 

• Motivational (Mandatory vs. Discretionary Users) 

• High level Responsibilities 

• Roles 

• Key Activities (or Tasks):  

• Training Users Receive on Systems 

• Available Tools and Support Personnel: 

• End Goals 

• Experience Goals 
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2.2 Persona #1 – Consumer 1 

George 

 

• Oakland, CA 

• 19 years old 

• Student at UC Berkeley 

 

“I want a Sony PlayStation 3 but I don’t want to pay for it” 

 

George left his small home town in Pottstown, PA accepting a partial scholarship at UC Berkeley majoring in 
history. The remainder of his tuition is supplemented with student loans and his part time job at Starbucks. 
George easily transitioned into his new environment at Berkeley. He spends most of his time using the 
internet to research the history of technology and discovering what new technology products are available or 
being released. He is self taught in undocumented features and learns by trial and error. 

George’s parents brought him up to be frugal with money and spending as they were. George’s Mom was 
famous for clipping coupons and entering raffles, Publisher’s Clearing House, and playing the lottery.  George 
is feeling lucky! 

George just turned 19 and finally received his first credit card after participating in a promotion to get a free 
iPod. During the path to complete his free gift requirements he decided to apply for one of the credit cards 
being offered.  His parents encouraged him to get the credit card for books and emergencies. He wants to 
avoid credit card debt and aside from a few online transactions he is not very familiar with online shopping.  
After complying with program requirements, he was pleasantly surprised to receive the iPod.  

Although he is thrifty he is always looking for the latest in electronics but they can be expensive.  George has 
been saving up for a Sony PlayStation 3 but with unexpected school supplies it is taking longer than he 
hoped. Ever since receiving his free iPod George wondered if he would be eligible for a second free gift by 
participating in another promotion.  Desperate for the Sony PlayStation 3, he decided to try again when he 
saw a banner ad that read "Get your Free PlayStation 3". 
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2.3 Persona #2 – Consumer 1 

Margarita 

 

• Paris, France 

• 50 years old 

• Housewife 

 

 “Department store shop-aholic!” 

 

Spending time at home with her two children when they come home from school is what Margarita enjoys 
most about being a stay at home mom.  Her husband works in the construction industry in the outskirts of 
Paris, France.  Margarita, a high school graduate, spends a lot of time taking care of her family and does a lot 
of shopping at department stores where she seems to get the best bargains. She manages the family’s 
finances and banks online.  She does some occasional online shopping but finds that she makes the best 
decisions by shopping in a store where she can touch the merchandise before purchasing.   

Margarita has been having some problems with her vision and has had to wear glasses.  Early signs of 
arthritis keep her from spending too much time on the computer.  She’s also using a dial-up connection to the 
internet but unwilling to change to a faster connection.  With technology she doesn’t feel she needs anything 
new if what she has works. 

While browsing the internet, Margarita often comes across ads for free department store gift cards.  Margarita 
only reads and writes in French, therefore she only responds to Promotions in French. She has considered 
signing up since she spends so much time shopping at department stores. She believes what she sees and 
trusts that if she follows all the instructions she will get her free gift cards. 

Gifts arriving on time posed the highest on-line shopping concern in Paris with 46% concerned. Parisians 
were more likely to look beyond the trusted sites of big, well-known retailers to find the item they desired 
(60% and 56% respectively). 
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2.4 Persona #3 – Consumer 2 

Eli 

 

• New York, NY 

• 29 years old 

• Graphic Designer, Details Magazine 

 

 “I’d like to see if online promotions really work…” 

 

Eli Graduated with his MFA in Graphic Design form NYU. After a two year internship with Details Magazine 
He was hired full time in 2006 following his graduation. He’s now lead designer for the magazine and spends 
most of his time while at work on the computer either designing or browsing the internet for either research 
purposes or creative inspiration.  

Eli is familiar with online promotions for companies offering prizes, credit reports and pre-approved loans. 
Although he’s never participated in them, he often comes across the banners displayed on websites he 
browses. He’s taken particular notice of a “Find out if you’re pre-approved for a Mortgage” promotion on the 
Wired web site. He and his girlfriend recently moved into his parent’s basement hoping to save money for a 
down payment on a house. After the second time his mother walked in on them unannounced he has decided 
that it is time to go! He’s always been suspicious of such promotions but is tempted to test it out if it means 
the possibility of actually getting out of his parents house faster.  

In addition to his scepticism he’s highly private about giving away his information and is wary about giving it 
up especially to an online questionnaire. He’s familiar with spam and has been a victim of credit card fraud 
before. He needs a guarantee that his information is safe before he’ll apply.  
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2.5 Persona #4 – Business 1  

Bruce 

 

• Boca Raton, FL 

• 41 years old 

• Owner of Suds n’ Duds 

 

 “After opening my new business I do not have a lot left over to do advertising” 

 

Bruce recently relocated to Boca Raton FL from Brooklyn New York; he quit his job of 10 years to open his 
own dry cleaning business. He has invested all of his savings, but hopes to replenish his savings and make 
enough profit to put his two daughters through college and add to his and his wife’s nest egg. In the 
meantime this will be a family run business, the girls Lisa, 12 and Lola, 16 will work after school and on the 
weekends, his wife; Selma will work full time. His role will require him to conduct day to day business 
operations, book keeping, and the marketing strategy. The business is located in a small plaza in Boca 
Raton, an affluent city in South Florida but the business is set back in a plaza so awareness and advertising 
is going to be important in building the business. With little money remaining for the business after the start 
up phase, he is looking for smart, self sufficient ways to accomplish this. 

Bruce has an Associates degree in Business Management so his background for running his own business is 
promising but he is looking for alternatives to traditional media that can often be very costly. This is a new 
area for him but Lola insists the internet is a great medium for promoting.  Both daughters have adapted very 
well to technology. For example they often tease their father for not using simple cell phone features (camera, 
text messaging). He has been resistant to the technological change, and initially became frustrated learning 
“CleanMax”, the POS inventory system, which is a commonly used software product for dry cleaners. 
However, with the help of tutorials and guided tours he was able to acclimate to the software; through the site 
tour Bruce was informed that the software is also equipped with a promotion feature.  The feature allows him 
to take advantage of his customer database but it does not enable him to place advertisements or coupons 
on the web.   

Bruce is not too familiar with the online marketing industry but has decided to research options in the 
evenings at home in-between checking his email and reading online news.  He found several companies that 
provided online marketing services, but Twinkie’s service was the only site that gave him a tour of how the 
service works. From that tour he was able to see that there are guided processes for creating web sites, 
online promotions, decision making tools, geographical targeting capabilities and a low maintenance system 
for keeping his online marketing self sufficient. His connection is often unreliable and will get interruptions to 
service periodically; he tries to stay away from long processes online where he might lose information. 
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2.6 Persona #5 – Business 2 

Mary 

 

• Dallas, TX 

• 60 years old 

• Director of Marketing, Advertising.com 

 

 “I need information quickly and easily” 

 

Mary, a busy Marketing Director, has over 30 years experience in the industry.  She graduated with a BS in 
Marketing from Auburn University. She began her career in New York City as a Media Buyer and 17 years 
ago she moved to Dallas to work for Advertising.com.  She has travelled extensively for work and is fluent in 
English, Spanish, and Dutch.  Her travel schedule changes so frequently that she prefers to book her own 
travel online. 

Mary spends her work day doing research on marketing techniques. She’s willing to learn a new system or 
technique if she believes the effort will provide long term benefits.  She will learn at her own pace or view 
tutorials to ensure that she’s comfortable using the system.  If she spends time learning something new, she 
often has high expectations that the system will perform as described. 

At Advertising.com she is responsible for managing the productivity of campaigns.  She will alter campaigns 
so that they are more effective.  She evaluates the return on investment, reviews the performances of 
campaigns, test new campaigns, and review/approves invoices.  Her current system gets the job done but 
she’s looking for more.  She is shopping for a replacement that will also allow her to analyze relevant 
information such as costs and events and help her and her team make more effective decisions on 
campaigns in less time than they do now.  The new system should also make it easy to manage and respond 
to alerts. 
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2.7 Persona #6 – Business 3 

Jaime 

 

• Medellin, Colombia 

• 39 years old 

Webmaster Click-It, Latin American Market 
Medellin, Colombia 

 

 “I am a reformed workaholic – I need to maintain my new lifestyle.” 

 

Jaime currently works for a small branch office of “Click-It” an online marketing company located in his home 
town (Medellin, Colombia) as a Webmaster and Marketing Specialist. Graduating with a degree in 
Communications, he spent 17 years working in global marketing and advertising companies as a media 
buyer.  However, his education did not end there.  Since he graduated, Jaime has embraced the technical 
revolution by obtaining his MCSE certificate in Boston as well as learning advanced English. He enjoys 
continuing education, especially if he knows it will be valuable to his career or yield extra income. Jaime has 
been labelled by his friends and family as a “workaholic.” 

Putting off a family and marriage for many years, he has finally decided to settle down with Maria, his fiancée.  
Early on in his profession he dedicated many hours to his career. His new job at Click-It is now less 
demanding. 

Jaime uses the internet at home to complete freelance jobs, book travel, check email and write blogs. Jaime 
has gained more free time but took a pay cut by leaving his high profile job. He is interested in creating a side 
business at home that will utilize his technical and marketing skills and make money for his honeymoon to the 
South of France. Internet usage in Latin America has grown rapidly placing the region fourth in the world’s 
online arena; this information has given Jaime the confidence to move forward with his internet business. He 
was introduced to a new System at Click-It and is interested in trying it out for himself and his own profits. 

Additionally, Jaime has high expectations when it comes to service and performance and wants to reap the 
benefits from his efforts; he is quick to make judgements so first impressions are everything.  Prior 
experience with similar applications has been disappointing when he realizes after many hours of 
configurations that only portions of the services are available in Spanish. His business will only be conducted 
in Spanish; therefore his clients and his own interface will need to be in Spanish. Jaime’s research has 
proven to be valuable by determining that Terra’s (the Yahoo of Latin America) audience is the premium at 
home/at work visitor which is split evenly between home and office usage. 64% of Terra’s adult audience (18-
44) has the ability to perform transactions online.  

After clearing the dishes from dinner, Maria joins Jaime in their home office, (which Maria hopes will one day 
be a nursery). Maria focuses her attention on the details of their small wedding that will take place in 
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Cartagena, while Jaime works by her side to set up his own Ad Network business as well as creating and 
managing promotion web sites.  

He is familiar with the Ad Network business and realizes how involved it can be so he is determined to keep 
the business work to a minimum of 2 hours a night.  Adding clients, creating and brokering campaigns and 
promotions, managing finances, and publisher inventory cannot be time consuming.  He is not new to this 
industry so he is not looking for hand holding as much as he is looking for a smooth intuitive process that 
offers guidance and feedback.  He is most concerned that he will make extra money and increase business 
for his clients, so the system must allow him to manage the productivity of campaigns and alter them to 
ensure maximum profit.  
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2.8 Persona #7 – Business 4 

Janet 

 

• Atlanta, GA 

• 28 years old 

• Media Buyer at Advertising.com 

 

 “I’ll try a new platform if it means I’ll increase my quarterly bonus.” 

 

Janet graduated from Georgia State University in 2001 with a BS in Business. After graduation she worked 
for a small advertising agency outside Atlanta where she met her fiancé Patrick. Three years ago she left the 
agency to work as a media buyer for Advertising.com in downtown Atlanta. Her and her fiancé just bought a 
new house in Duluth and are planning their wedding for spring 2008. Since starting her job at Advertising.com 
she has seen her quarterly bonuses vary greatly from quarter to quarter based on her commission. Along 
with her fiancé’s savings she’s hoping to make enough in the next few months to help cover wedding 
expenses and the honeymoon costs without going broke. 

Janet’s looking for a system that will allow her to better manage and alter online campaigns to ensure 
maximum profit, monetize and maintain relationships with publishers, and oversee production of creatives to 
comply with client’s requests. She’s not too excited about changing from a system she’s worked with for the 
last 3 years, but if it simplifies her current task list along with increasing company profit, she’s more than 
willing to try. She does not plan on wasting too much time learning the system. She plans to use online 
tutorials to help her quickly adjust. 

The new platform will need to help her quickly comply with publishers requests, update inventory, and alter 
current running promotions. She needs to maximize her advertiser’s ROI in order to pay for the wedding of 
her dreams. 
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2.9 Persona #8 – Business 4 

Bradley 

 

• Phoenix, AZ 

• 36 years old 

• VP of Marketing 

 
 “If my company succeeds, I succeed.” 

 

Bradley moved back home to Phoenix to run the marketing department for a start-up online advertising 
agency. Prior to this he worked as Director of marketing and promotions for Lead Flash in Boca Raton. He 
was brought in to start up the marketing and publishing divisions using the Twinkie Exchange Manager App 
as a retail client advertiser and publisher but not as an Ad Network operator.  He was accustomed to using 
the system from his experience at Lead Flash.  

Bradley used basic levels of the Twinkie system with his previous position but is interested in understanding 
Twinkie Exchange Manager’s full potential. His plans are to manage a small team of media buyers, training 
them to use the Twinkie system to maintain and optimize relationships between advertisers and publishers. 
He needs help training his team through online tutorials and demos, along with his in office experience.  

Bradley will be regulating his team’s progress through the Twinkie System. He’ll guide promotions, work with 
a sales team to acquire advertisers and publishers, and optimize advertiser and broker campaigns and 
publisher inventory ad delivery.  In addition he’ll manage Analytics and Finance and guide internal 
communication with publishers through online contracts using Exchange Manager. He’ll customize his (BAI) 
Business Account Intranet home page to quickly review detailed reports and respond without having to dig 
too deep to find the real issues or results. His team will also be responsible for creating promotional sites 
using Twinkie’s technology. 

His goal is to help this new company build strong reliable relationships between advertisers and publishers 
ensuring long term company success. Bradley is happy about finding a position at a thriving company in a 
city back home where he can be closer to his family. Helping this company succeed warrants his position 
there, and presents an opportunity for the company to enjoy growth and profits. 
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2.10 Persona #9 – Developer 1 

Kim 

 

• Shanghai, China 

• 24 years old 

• Software Developer at Shanghai Financial 

 
“I develop cool apps!” 

 

Kim is an avid technologist.  She was exposed to the internet for more than half of her life.  In college she 
studied computer science and upon graduation, she took a job with Shanghai Financial (SF) developing 
applications.  When video calling was released in Shanghai, she was one of the first to use the service.  
When Nintendo released their latest gaming platform, the Wii, Kim was first in line.  She continues to stay at 
the forefront of technology.  

In college she learned how to develop applications using PHP and has continued creating web applications 
ever since. She is not secretive about her college hacking days and boasts that she spent time working with 
the Russians on the mIRC cracks. She learned most of what she knows about creating web applications from 
those early days of cracking and hacking, personal interests and trial and error. As code is universal to 
English tags, Kim can write in English better than she can speak it.  However, she needs to be sure the code 
can accept Unicode so that she can continue to create applications in Chinese as well as English. In addition 
to her work for SF, she has taught herself how to create applications for smartphones, MySpace and 
Facebook.  Kim is now an avid Facebook developer, often creating the apps at popular internet cafés in 
China.  She finds that her applications, including “Fortune Cookie,” have become very popular and hopes to 
continue pleasing her audience. 

Now that Twinkie Interactive has released a development platform, Kim is looking to discover what leading 
edge functionality she can take advantage of to ensure that her applications are always the best available.  
She hopes the new platform is reliable and has tools to make it easy for her to convert existing applications. 

Kim realizes her country’s potential. Having recently read an article on Net World, she found that China is the 
world's second-largest Internet market. More than half of China's Web population accessed the Web via 
broadband connections. China's Internet market has great potential; it has already become China's fastest-
growing, most influential sector. Seventy-six percent of Chinese Internet users access the Internet primarily 
from home.  

Her main concerns about her country’s market are that Chinese Internet users also expressed deep concerns 
over giving out their private information online. Sixty-two percent said they were "totally unwilling" to give out 
private information online, with another 28 percent saying they were "not very willing" to do so. Only one 
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percent said they were "very willing" to provide such information over the Internet.  With this information she 
knows that her privacy policies will need to be extremely sensitive to these users. 
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2.11 Persona #10 – Developer 2 

Darren 

 

• St Thomas USVI 

• 27 years old 

• Developer for Twinkie Technology Platform 

 
 “I don’t want to reinvent the Platform every time we add a new application.” 

 

Darren is an experienced application developer; he has designed complex programs and specifications. He 
spends many hours online researching and chatting with other developers about new technology but usually 
wants to experiment with technology and get proven results through trial and error.  His degree is in 
Computer Science, but he has had several jobs exposing him to high volume internet and email marketing. 

His work ethic is impeccable but big changes from upper management can be a challenge unless he is given 
the opportunity to provide feedback and input.   

New to parenting, Darren is often up late nights or early mornings with his new born baby girl, Kirsten. His 
sleep is lacking and his nights with his new baby are precious. He is determined to make the most out of the 
10+ hour work day.   

Darren is in charge of managing all Twinkie operations and products (EG: Hostess Manager, Analytics).  He 
has a small support team to assist him when it comes time to add new system functionalities. Meetings with 
the VP of Technology often provide Darren with direction and input but he is ultimately the person to make 
day to day management decisions and task assignments.   

During Darren’s weekly meetings with VP of Technology they will often discuss trends and review and 
monitor client account activity and alerts. Monitoring tools provide him with trouble shooting data and 
automated alerts. Eyeing the clock to get home to his new born, he is looking for a system that is flexible and 
scalable. He is always looking for new ways to improve and optimize the system for Twinkie and its clients 
but he does not want to recreate the wheel. The system should offer an intuitive way for him to add, remove, 
compile, and modify modules and applications without altering underlying code.  However he should be able 
to modify the code as the team lead. A flexible interface and platform will allow him to return home on time to 
his family. 


