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ABSTRACT

In this paper we present the use of a personai@neptocess
for gathering information from intermediaries ferfarmation
and communication technology for development (ICT4D)
projects. Our approach represents a departure firaditional
persona use in that it does not organise pre-pgistata about
potential users, but is itself a data gatheringess. We present
a case study of our use of the process on an ICTéi2q,
during which time we observed the combined benefitgsing
personas and of working with a non-governmentahoigation
(NGO) intermediary materialise. We attribute thesécomes to
our persona creation workshops. Information which NGO
furnished regarding sensitive personal circumstautggical of
our end users greatly improved our understandinguofusers.
This information would likely not have come to lighad we
interviewed the users ourselves, which we belieemahstrates
the validity of relying on intermediary informatidor persona
creation rather than first-hand information.

Categories and Subject Descriptors

D.2.1 [Software Engineering: Requirements / Specifications —
Elicitation Methods, H.5.2 HCI]: User Interfaces -Theory
and Methods

General Terms
Design, Human Factors, Theory

Keywords
Cultural Distance, Design,
Personas

ICT4D, Intermediaries, NGO

1. INTRODUCTION

This paper describes an approach to creating pass@ndesign
technique which creates realistic but fictional relcters
intended to aid communication and understandingnaff users
— discussed further in section 2.1) in which tegembly of the
persona is used as a data gathering process thtrejust for
data analysis or modelling. We are in the procésseating a
website in collaboration with a non-governmentajamisation
(NGO) called The Warehouse [10] as part of a piogna they
call “Link”, which aims to address a weakness of tBouth
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African schooling system in preparing students frdomv
income communities for the post secondary educajam
search process. In order to better understand $eesuwe
employed our approach to gather and understandriatiary
knowledge in a format suitable for influencing tldesign
process.

We first discuss necessary background informafitnpducing

personas and their benefits. We also describe ithe af our
NGO partner, following which we provide a case gtwhich

outlines the effect of our persona creation apgro&¢e then
discuss how our approach contributes to the ugEiEonas in
Information and Communication Technology for Devehamt
(ICT4D) projects which involve intermediaries or fhan

access points” [1]. Finally, we describe how we mignprove
our approach for future work.

2. BACKGROUND

2.1 Personas

Personas are a design technique introduced by @daper [2,
6, 8]. The technique generates recognisable antinctis
fictional characters representative of typical arsr groups.
Each persona includes detailed background infoonati
including habits, skill levels and goals [6]. Ondefined, they
are used as characters in scenarios which latesrninf
requirements. The benefits to a product team ofinohef
detailed personas include:

= Differentiation between user groups who must be enad
happy by the product, those who must not be Ieftappy
and those who should be ignored. This allows thenteo
focus on delivering a small number of high quaidstures
for important user groups rather than a larger gndrer
set of features in an attempt to please everyohe [2

= Gaining an empathy for the personas in a mannechwhi
would not likely occur with the original data. Thi®lps
the team to design appropriately for the user gsompom
the personas represent [8].

= Improved communication between product team members
Awareness of personas throughout the product lifecy
averts decisions which could make important users
unhappy or ineffectual and reinforces the weigheafier
decisions. Cooper singles out developers in pasicaf
being guilty of subverting design decisions unldsy are
presented with an easily communicable picture ofser
whose interests would be harmed by doing so [2].

A central aspect of the technique as employed byettamples
we found in the literature is that it is a methoad drganising
data gathered by other means, for instance intesyidocus
groups and direct observation [4, 6, 8]. In secBane discuss
how we employed the technique as a means of gathdata.



2.2  The Role of NGOs in Addressing

Researcher and End-User Differences

ICT4AD projects are at risk when the designers bring
“developed” mindset to designing technology for Veleping”

communities [3, 5]. Designers have to bridge caltuand

linguistic gaps when designing for communities witfhom

they have had relatively little interaction, othesgv we are
likely to create “Western-inspired designs withiavedloping

country organisations” [5].

By working with NGOs, ICT4D researchers can benebinf
associative trust and so many ICT4D project teamslve
NGOs in order to gain access to developing country
communities [3]. However, of the dimensions of eliféfince
between researchers and end users listed in [Bpuykge,
culture, attitudes and locality), many ICT4D progeatvolve
NGOs only to address issues of locality and languddis
represents an inability on the part of ICT4D resears to
recognise their own limitations regarding underdiag of local
culture and attitudes. NGOs are capable of servirg greater
role than just “community liason” — they shouldypkm integral
role in design and evaluation, and be considereth@s in
setting the goals of the intervention [3]. Accoglin we
believe that the involvement of The Warehouse dohiticed in
the next sub-section) was crucial for narrowingdbp between
us and our end users.

2.3 The Warehouse NGO and Link

Programme

As part of our research project, we agreed to boliate on the
design and development of a website for the Lirdgpmme, a
development initiative operated by an NGO callede Th
Warehouse [10], which works with churches in CapeiToto
develop their capacity to respond appropriatelpdoerty. The
organisation has identified weaknesses in commu(sityrool
and familial) support for young people as they makportant
study and career decisions. These weaknesses leasrer
community-wide unemployment and poverty issues. Iimé
programme was established in 2009 to address stasting
with career guidance workshops run for pupils betwgrades
9 and 12 in two low income areas of Cape Town, Mbagn
and Khayelitsha.

In 2010 the programme expanded to more pupils, dut
obstacle which it faced was ineffective dissemoratdf job or
study opportunity information. The experience o threvious
year's school leavers highlighted that programmeigiaants
needed more regular input, as job information becalated
quickly, and academic application deadlines pas$hd. NGO
did not have the person-power to push informatictively to
individual participants, and workshops could not b
frequently enough to keep up with the pace at wtdakh
information was updated. The Link coordinators’ gwsed
solution was a website which would allow them tdleszi and
publish such information once, and which learnerbow
completed their workshops could use to keep abrgastevant
information.

Prior to our arrival, the NGO team learned abowt it
beneficiaries from conversations in a variety ofnteats:
workshops, one-on-one career guidance counsel@sgians
and while networking with stakeholders. They hadeas to
staff and volunteers who worked on other programatethe
NGO and they interacted regularly with contacts the
communities (social workers, teachers, mentorscamdmunity

leaders). In the next section, we describe ountsffim capture
this knowledge as a starting point for our desiffores.

3. CASE STUDY: PERSONAS FOR
THE LINK WEBSITE

In order to collect the NGO’s knowledge in a fornsaitable
for informing the website design, we decided tokpae it in
persona form. In this section we describe our mE®cr
creating personas and the insights we gained esudt.r

3.1  Methodology

To gather the data we held two workshops with thk team.
In each workshop we used a persona template adaptéones
and Marsden [6] from Pruitt and Grudin’s work atduisoft
[8]. Our approach differed from theirs in that et of using
the template as a document to organise pre-existitg, we
used it to guide our conversation with the NGO. pyesented
the template, asked the NGO team to name and fgeati
hypothetical user, and then together decided wheth section
of the template should contain for that user. Wentamed
consistency between headings, but allowed latefiosec to
influence earlier sections and vice versa.

We worked primarily with two personas, Sindiswa &edndre,
grade 12 girls from Khayelitsha and Heideveld retipely.
The Sindiswa persona’s ambitions included tertiangly, while
the Leandre persona was focused on finding fuletinork to
replace her existing part-time job immediately daling the
completion of her grade 12 exams.

After each workshop the personas were passed betiree
NGO and ourselves by email for further comment. Wgkel one
interview between the workshops and another ingregjpn for
writing this paper in order to reflect upon theeets of the
process. In sections 3.2 and 3.3 we group thelitsigained
from interviews and our personal reflection accogdio which
party they affected: first the NGO and then theagsher.

3.2 Insights Gained by the NGO

Two changes in approach were made by the NGO esudt 1of
our workshops. These can be related to points niadsur
section 2.1 — that the persona process allowsetira to narrow
its focus, and that communication would occur whauld
avert negative experiences for the users.

Initially, the programme had prepared material Hagh school
pupils of all ages. Following our workshops, the Q@am
recognised that they wanted to focus their effortspupils in
the later years of high school, helping them to glete their
schooling and providing advice as to how best apare for the
job market or tertiary study once they finishedsIhot possible
to be certain that this decision might not havenbtsken at
some other stage of our design process, but imtenview the
day after our first workshop the NGO team did htite it to the
discussion of the previous day. In that workshop el
defined two personas: Themba and Sindiswa. The Baem
persona was a 15 year old AlIDS-orphan who had faikd
grade 9 and did not believe he would pass if hedtagain,
while the Sindiswa persona was on track to comgedele 12.
Being able to compare the personas side-by-sidelezhaiftem
to see that despite the desire to aid users irurostances
similar to Themba's, their programme had more terdfose in
the Sindiswa persona’s position.

Another effect of the process was to bring into ufc
assumptions made by the programme team. For exaraple
decision was made that the programme would offely on



English medium material despite only about tengeat of the
anticipated users speaking English as their hongulage. This
came up while defining the Themba persona, whentehem
realised that someone with his background wouly bel able
to read very simple English, preferably intersperseith

clarifications in his home language, Xhosa. Theoute of this
conversation was to make explicit the decision that team
would not commit to providing material in languageker than
English. Despite discarding the Themba persona\®® team
recognised that in order to help participants witieaker
English they would need to provide training for ensers
before they used the website.

3.3 Insights Gained by the Researcher

An intended outcome of the persona process is gratay due

to familiarity between product team and persona.r Ou
understanding of the users was most affected byatleving
characteristics of the personas and their envirohme

= Goals, fears and aspirations of our end users wuoeilery
focused on basic needs. The Sindiswa persona felaeed
poverty traps that her peers had fallen into angred to
greater material wealth than her parents, while_ssndre
persona’s dream was to escape a home life thatdadlan
unplanned baby, alcoholic parents and an abusigéeun
An important mindset change which emerged as dtresu
was the awareness that our users were not plafoirige
"right" job (i.e. the best combination of pay, flithent
and benefits), but rather for anything which woulay
enough to lead the lifestyle they wanted (Sindiswadven
just for survival (Leandre).

= Qur users would have only minimal spare time. Wugki
or incapacitated parents required the Sindiswalaatdre
personas to look after the younger family members a
clean their homes, study and work a part-time job
(Leandre). Their schedules demanded early staddada
evenings. We are now aware of time-efficiency &sctor,
where previously it was not a concern — our urateil
concept of communities characterised by unemploymen
and a lack of entertainment facilities was thatetimould
be the one unconstrained resource available.

=  Older members of the household or community werte no
necessarily supportive influences. The Sindiswasqrea
faced relative apathy from her parents in her quiest
tertiary education. They were eager for her to fiadk so

4. DISCUSSION

Our approach to gathering user data is differemmnfothers in
that intermediary insights are substituted for ititerviews and
observations that a design team would normally ycamt
themselves. In this section we discuss similaritiasd
differences between our approach and a conceptedcall
provisional personas [4] which in some respectemédes our
work. As part of this we consider the peculiar natof our
user's goals when compared to the existing persiterature
and sensitivity to stories to which we now haveeascwithout
the community’s express permission.

4.1  Provisional Personas

Goodwin’s discussion of provisional personas inrelleals an
approach similar to our own. Intended as a tool faojects
where time to gather data is short, Goodwin sugggasthering
stakeholder input as a substitute for data gathdrech
potential users as a temporary measure. StakeBolder
defined as “... the people in [the organisationating the
product] who fund, build, test, market, sell ancport the
product, plus anyone else who will influence thedurct's
direction.” Her reasons for pursuing a temporargrapch are
two-fold: first having some guideline is better thaone, and
second that the process may facilitate discussietween
stakeholders which has not yet taken place. Shgests that
measures be taken to reinforce the temporary naifiréne
personas developed upon the client.

We find our approach to be analogous to hers wreenomsider
that similarly to her stakeholders, the NGO tearttnwihom we
work is invested in the outcome of our product. ®dormants
possess insight into the end users' capabilitied an
characteristics and will be involved in the conteat
deployment long after we have departed. It is yikbht similar
parallels could be drawn in other ICT4D projectswhich
NGO intermediaries form part of the team.

We can also identify with the espoused benefits:timoe with
actual users has been short (certainly comparetheotime
required to pursue the approach suggested elsevingr),
and the conversations we outline in our case stadi place
for the first time in our workshops.

Where we differ from Goodwin is in the trust we gdan our
personas. Goodwin indicates that these stakehatdgired
personas should not be viewed as a permanent tsid$tr the

that she could share in the household expenses, andlesigners firsthand observations. On the othedhgiven the

tertiary study would increase the time they neeted
support her. Further, they did not know enoughrtivide
useful advice as to how she might go about incngalser
prospects of employability in the long run. The heee
persona’s family were a primary motivation for berfind
work, but only in as much as she wanted to esdape.t
The discarded Themba persona faced a similar &ituat
his uncle and sole guardian was preparing to kiok dut

of the house once he grew too old to bring in ddchi
support grant from the state. This affects time eask-of-
use constraints, as PC-based interactions may tbest
users money (many community centres charge perarse)
understanding the website might require advice hic
elders would be incapable or unwilling to offer.

To revisit our discussion in section 2.2 of theesobf NGO
intermediaries, we have demonstrated how our alltand
attitudinal assumptions were challenged and ouauiée to the
end users narrowed as a result.

role of NGO intermediaries in ICT4D projects (seetisa 2.2)

we find it likely that the capacity of an intermad;i stakeholder
for understanding our end users would be supesi@ut own.

The clearest demonstration of this principle becapparent
when we considered our personas’ goals and maiivati
which is the topic of section 4.2.

4.2  Considering Needs and Motivations

of Marginalised Communities

In [4] Goodwin states that only occasionally as esigner
would one create a persona for whom basic humats gea.
food and shelter) are salient. This is a produdhefrelatively
prosperous context of her work. Amongst our useeslearned
that the reverse is true — fulfilment of basic reeeduld not be
taken for granted.

The dissimilarities of motivation do not stop the@air persona
descriptions contained very personal insights sb we have
not encountered elsewhere in the persona literature



dysfunctional families, substance abuse, teenaggnpncy and
even regular sexual abuse. Were western UCD expaittenly
to find themselves designing for marginalised comities, it is
unlikely that their face to face interviews coulielg such
insights, but these hidden motivations remain okagr
importance. Fortunately, we were able to draw ugmowledge
built up by an NGO'’s network of people who weraiposition
to observe unfortunate personal circumstanceshignrespect,
relying on our “stakeholders” knowledge may be attér
starting point for understanding our users thancaeld gain
through direct observation. This reveals the magpartant

difference between our work and Goodwin’s — our NGO

intermediaries are more involved in the lives of end users
than stakeholders of Goodwin’s provisional persaoatext
would be.

4.3  Communicating Sensitive Persona

Content

Working with sensitive information restricts the ntext in
which our personas may be used. Pruitt and Grudid a
Goodwin suggest that personas be used througheuirdduct
lifecycle, as a means to discuss with executiveselbpers,
marketers and even customers or end users [4,&}etrkr, it
would be unethical of us to spread the sensitipeets of our
personas too widely. If a persona’s descriptionchied end
users or community leaders they could wrongly lafte the
more stigmatic aspects of the persona to membettseaf own
communities based on other aspects of the story.L&andre
persona was barred from communion in her churchussshe
had fallen pregnant outside of marriage. It wouddubfortunate
if spreading this story resulted in our end usesuming the
same reason for non-participation in religiousaitiy any real
people, especially if the assumptions were correct.

A further difficulty of dealing with sensitive infmation relates
to the technique of making personas more believdhle
attaching a picture which represents the persoh®je to our
sensitive content, it was unpalatable to use agphbsomeone
with whom we had contact and who might be confusitd the

actual persona. An alternative is to use a stackait from an
online photo gallery [6]. This proved difficult mur context, as
pictures of Africans in online photo galleries roeel to be
restricted to either African-American stereotypespeople in

traditional African dress. To address this problera are

currently considering a technique from Goodwin’svisional

persona approach. Sketched, low-detail drawingg@fisional

personas are intended as reminders that they aeonsidered
final [4]. In our case we believe they could beduseunderline
the fact that the personas are fictional.

5. FUTURE WORK

We have identified some areas in which our appraachd be

improved. The NGO appreciated the persona cregtioness
once it was complete, but were uncertain duringptteeess of
the benefits to be gained for the time spent. Thisonsistent
with Pruitt and Grudin’s assertion that creatingrspeas
represents a non-obvious step away from core desitjvities

[8]. Future efforts could address this by beginnihg process
with an explanation of the expected benefits.

There may also be benefit in augmenting our aprosith
other data gathering techniques. Adding direct olagi®n and
interviews could aid persona creation for aspeftparsonas
where intermediary knowledge is lacking. Data fromelated
studies such as [7] could also be used as per Rugtaal's
approach [9]. Pruitt and Grudin’s principle thatgmnas should

be improved throughout the product lifecyle [8] bgp and we
may have opportunity to include such data as wéuata and
refine our product.

6. CONCLUSION

We have described a new approach for the use sbpas —
gathering data from NGO intermediaries. Our progessided
us with benefits associated with traditional peesomarrowing
focus, making explicit previously implicit assumpis, and
improving the designer's understanding of the usdise
process also helped us realise the potential ofrelationship
with The Warehouse for narrowing our cultural diseto the
users.

In terms of the aims of the Link programme, ourspea
creation process has affected the material thabeibffered by
the programme as a whole as well as the scopetafcdatured
on the website, which will lean towards materiaitale for
older students. The developer is more aware of-efsse and
time constraints, and the NGO has decided to peotrigining
to end users as a result of considering Englisfigieacy more
closely.

NGOs can be the equivalent of the stakeholders infarm

Goodwin’s provisional persona. However, we put neicek in
our persona output than she does in provisionaopas. The
reason for this is that The Warehouse has insigtits the
users’ personal lives which we would not be ableobdain

ourselves. This insight is valuable for understagdnotivation
but must be dealt with sensitively.
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