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Abstract

The diversity of special user groups, i.e. elderly from 50
to 90 years and children from 6 to 14 years, is huge.
Assessing their requirements is challenging, as it
requires sensitivity in terms of choosing an appropriate
approach to collect data. Furthermore, the illustration
of the data for the subsequent design process can be
difficult, if different partners are involved in a project.
In order to overcome these difficulties, we are
exploring a decision diagram for the creation of
personas. It aims at identifying the most appropriate
approach (i.e. qualitative and/or quantitative data
collection), taking into account the characteristics of
the special user groups among other aspects. In this
case study we present how we applied the decision
diagram in three different projects to create personas
for elderly and children.
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Introduction

The goal of technology development is to design for a
positive user experience and high acceptance. Two of
the most critical success factors are the understanding
of the user (e.g., needs, preferences) and the
involvement of potential users into the development
process, especially when developing for special user
groups. Although developers and designers try to keep
the end users in mind, they often do not belong to the
same generation and thus the development might be
driven by assumptions. “It may seem obvious that
adults, not youth, design and produce youth
entertainment media”, but these products do not
necessarily reflect youth perspectives and needs [14].

By applying user-centered design (UCD), user
characteristics are gathered in user studies and/or from
literature review in the analysis phase. These
characteristics may include needs, skills, behaviors,
motivations, frustrations and demographic data. Within
the recent HCI community, many different qualitative
and quantitative approaches are available such as
observations, workshops, interviews, surveys,
ethnographic studies, etc. Nevertheless, the
involvement of special user groups, like elderly and
children, is often challenging due to a lack of
participants or restricted access, among other reasons.

Additionally, age-related changes can influence the
ease or difficulty when interacting with technologies.
Elderly people might face multiple disabilities such as
visual impairments, perception deficiencies, hearing
loss or cognitive declines like dementia that are
increasing and affecting each other [26]. Therefore, the
physical capabilities and resulting needs have to be
considered and more sensitive information-eliciting
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techniques are required [29]. Other issues are
important when working with children. Skill
development as well as preferences for expressing
themselves (e.g., verbally or through drawings) vary
with children [2, 19]. Thus, traditional methodologies
(like workshops or interviews) are often inappropriate
and need to be adapted [20, 29, 34]. In order to
overcome these issues, some authors [8, 29] suggest
including experts as representatives of the user.

Generally, the data from as many users as possible
should be collected in the analysis phase. This typically
results in a long list of user characteristics (e.g., needs)
that might be difficult to prioritize, easy to misinterpret
or hard to understand for development team members
or project partners. For example, if the results are
presented as statistic figures and a project partner has
little statistical knowledge, it can be difficult to gain a
common understanding about the users.

The diversity of elderly (50 to 90 years of age) and
children (6 to 14 years of age) is huge. The differences
in terms of ability and skills make it difficult to
categorize them [5]. The creation of personas has been
motivated by the aim to better handle these issues
through extracting the most important information from
the assessed data. Personas help to make explicit
assumptions about the target users [1, 19] and enable
a focus on important characteristics across many users
[28]. A persona is a type of user model or an
archetypical representation of real and potential users,
which illustrates the individuals’ characteristics (e.g.,
needs, skills, behaviors, motivations, frustrations, and
goals when interacting with a technology) [3, 7, 12].
However, it is not a description of a single or an
average user.
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Originally, Cooper [6] introduced personas to the HCI
community. The knowledge about them is now
widespread and, in recent years, mainly two topics
were discussed: 1) how to make them more memorable
and tangible for those, who need to apply them (e.g.,
[4, 15, 30, 33]) and 2) how to develop and create
personas (e.g., [1, 10, 22, 24, 25, 28]).

As HCI researchers, who are involved in three different
research and development projects, we were
responsible for the user analyses and the creation of
personas for special user groups (i.e. elderly and
children). Therefore, we are especially interested in the
second topic on the development and creation of
personas. In our projects we emphasized the
importance of tying personas to research results and
careful analysis. The usage might fail when they are not
seen as credible and not associated with
methodological rigor or trustworthy data, which was
pointed out by Freydenson [11], Goodwin [12], Pruitt
and Adlin [32]. As different types of personas can be
distinguished by the approach used to create them (i.e.
based on quantitative or qualitative data or a
combination), we developed a decision diagram which
supported us in finding an appropriate approach.

The application of the decision diagram is described in
the Use Cases section and refers to the following three
projects: CVN, FamConnector, and Games4School.
Within the CVN project, a tele-presence system is
developed aiming at socially connecting elderly with
their family, caregivers, and peers. The FamConnector
project aims at developing an online platform offering
intergenerational online activities for geographically
distant grandparents and grandchildren. In the
Games4School project, mini-games are developed
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together with 60 children of three classes of a
secondary school, which should be fun, support co-
experience, and fostering children’s movement.

Approaches for Creating Personas

As “personas are still in their infancy, and modifications
may need to be made to the persona method” [25],
this paper aims to advance personas by structuring the
decision process to choose a suitable persona creation
approach. Miaskiewicz et al. [25] indicate that there is
no advocated or universal method for persona
identification and creation. Therefore, we distinguished
three different approaches for the creation of personas
regarding the data collection process:

e A qualitative approach (i.e. gathering only
qualitative data), e.g., [1, 7, 10, 25]

e A quantitative and qualitative approach (i.e.
assessing both qualitative and quantitative
data), e.g., [27]

e A quantitative approach (i.e. gathering only
quantitative data), e.g., [24]

In the following, we provide a brief overview of
important approaches, which represent the foundation
for our decision diagram. This section also aims at
providing references for further reading, if more details
are required.

Qualitative Approaches

Different qualitative approaches are available, whereof
the original one was described by Cooper et al. [7]. The
data collection is based on behavioral variables (which
are used to identify behavior patterns) in order to gain
all relevant information focusing on activities, attitudes,
motivations and skills. Cooper et al. [7] do not describe
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in detail how the data for the personas are collected
and analyzed. For more profound descriptions see
Calde et al. [3], Freydenson [11] and Goodwin [12].

Faily and Flechais [10] suggest a qualitative approach
that is driven from a grounded theory model using data
from interviews or ethnographic research. They created
“Persona Cases”, i.e. personas, whose characteristics
are grounded in and traceable to their originating
source of empirical data.

Based on user interviews or narrative observations,
Mulder and Yaar [28] build user categories, called
segmentation. This is done either qualitatively (i.e.
categories are built manually) or quantitatively (i.e. by
performing a cluster analysis).

Miaskiewicz et al. [25] use Latent Semantic Analysis
(LSA) in order to identify the personas directly from
textual data. LSA uses the contexts in which words
appear to determine similarity in meaning. For
example, it calculates the similarity of the interviewees’
answers to specific questions in order to provide an
objective representation. This is the basis for applying a
cluster analysis.

Regarding personas for children, Antle [1] suggests
including theoretical and empirical data as well. She
proposes relying on literature regarding developmental
psychology in order to define childhood needs and
children’s developmental abilities. The context of the
specific project is needed only for specifying the
experiential goals. This helps to define how the product
might support having an experience.
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Combined Quantitative and Qualitative Approach

Moser et al. [27] conducted a probing study with
children aged 10 to 14 years in order to gather
quantitative and qualitative data to overcome the
problem of subjectivity when creating personas. They
conducted a cluster analysis on the quantitative data to
segment the children and enriched it with the
qualitative data.

Quantitative Approach

McGinn & Kotamraju [24] also address the problem of
subjectivity and, therefore, introduce a pure
quantitative approach for the persona creation. They
distributed a survey in order to get first-hand data of
end users. They were able to obtain statistically
significant data, with which they conducted a factor
analysis to define groups for personas.

In order to find out, which of the presented approaches
is the most suitable one for our three projects, we
developed a decision diagram for the creation of
personas for special user groups.

Decision Diagram

Before working with the decision diagram, it is
necessary to define the behavioral variables that should
be investigated according to the project goals. The
more they are focused on the project goal or the
technology, the more the personas will illustrate the
target end users. For the identification of the most
suitable data collection approach(es), several aspects
should be considered in advance, i.e. the pre-
knowledge, existing skills, the sample size, or available
resources (see Figure 1). Some of these aspects are
more general and others address in particular the
special user groups.
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Decision Diagram

1) Pre-Knowledge

2) Skills

4) Resources

no partial researcher

time/human

Qualitative Approach

Qualitative and Quantitative

Approach Quantitative Approach

Figure 1. Decision Diagram for Persona Creation for Special User Groups

Regarding special user groups it is important to

consider the users’ characteristics, e.g., elderly’s
impairments, younger children’s missing abilities to
read or write. Equally important are the available

sample size and the knowledge regarding the
behavioral variables, which can be assessed beforehand

(e.g., from literature). The skills of the researchers and
project partners about qualitative and quantitative data
collection and/or analysis methods are also crucial.
Moreover, the available time and human resources
should be kept in mind.

457



Case Study

Those aspects have been extracted from literature
(e.g., Mulder and Yaar [28], Pruitt and Adlin [32]), and
are representing our own experiences with UCD and
special user groups. In the following it is described in
detail how the four aspects of the decision diagram
should be applied to find a suitable approach. Although
some of them might influence each other, they should
be considered separately in order to avoid for example
judging the sample size regarding the resources
needed.

1) Pre-Knowledge:

In a first step it is important to find out whether there
is access to existing primary data sources, e.g., data
from previous user studies, market research or
secondary literature [28]. This data could provide
insights on the defined behavioral variables, and could
be used as a basis for gaining representative results.

Accordingly, if there is no pre-knowledge available, an
exploratory qualitative approach would be appropriate,
as quantitative approaches are mainly used to assess
the quantitative distribution of known phenomena (i.e.
knowledge) [16]. Therefore, a connection line should
be made to the qualitative approach (see Figure 1). If
there is partial pre-knowledge available, a qualitative or
a combined qualitative and quantitative approach would
be adequate and connection lines should be drawn (see
Figure 1). This means for the combined approach that
the existing knowledge could be used to phrase survey
questions in order to get representative answers.
Additionally, the missing knowledge can be explored
qualitatively. Only if there is sufficient pre-knowledge
available, a connection line should be made to the
quantitative approach. The combined approach is also
suitable is this case (see Figure 1).
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2) Skills:

As special user groups are targeted in our projects,
their specific characteristics (e.g., skills or
impairments) also need to be considered carefully for
an appropriate selection of the research approach (as
explained in the introduction). For example, elderly
people might have difficulties with hearing, attention
and the ability to follow conversations, which might
influence the flow of discussions (e.g., within focus
groups) [17]. Younger children might lack skills that
are integral to most interviewing techniques [1]
Therefore, it is necessary to define the target user
group and their specific characteristics in order to
identify the most suitable approach for involving them.

In the second step, it is necessary to identify whether
the researchers (who will create the personas) are
familiar with qualitative and/or quantitative approaches
(do they have the skills to perform them or have the
possibility to gain those skills?). It is also important to
consider the skills of the partners involved in the
project (e.g., other researchers, developers or end user
organizations). Therefore, it is important to find out
whether partners have skills regarding qualitative
and/or quantitative approaches and are able to
interpret the results (e.g., statistical calculations and
figures).

Accordingly, connection lines should be made between
the researcher, partner or user and the different
approaches (see Figure 1).

3) Sample size:

In a third step, the number of users (i.e. elderly or
children) available for the data collection needs to be
defined roughly. According to Mulder and Yaar [28], a
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small sample size of 10 to 20 users is appropriate for
qualitative approaches in order to explore and uncover
previously unknown data about behavioral variables.

In order to perform a cluster analysis for the combined
qualitative and quantitative approach we suggest a
sample size of more than 2* users (Formann; quoted in
Dolnicar [9]), whereof k represents the number of
behavioral variables to be investigated quantitatively.

For the factor analysis of the quantitative approach a
sample size of more than 100 users would be
appropriate [11], but there are also other calculations
suggested in literature (for a detailed discussion see
[23]). This sample size would also be suitable for the
combined approach.

A sample size of more than 2 or more than 100 users
is also suitable for the qualitative approach. However,
this should be considered carefully, as it might be very
resource intensive, e.g., to interview a large number of
users. This is considered separately in the next aspect.

4) Resources:

The research approach but not its content will be
influenced by the available or needed resources
regarding time and humans. Therefore, the resources
do not belong to the design of the research approach
but to the “environment” [21], which is also important
to consider. All forms of data collection require a lot of
time and many human resources. However, as soon as
people can participate without a researcher being
present (e.g., in a questionnaire or probing study),
there are lower administrative costs than in face-to-
face interviews [31]. Although a large sample in
qualitative research will almost always improve the
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certainty of inferences, too much information can also
be disadvantageous due to its demand of human
resources for the analysis [16]. According to Robson
[31], the data collection period is the shortest for
example in telephone interviews, while distributing a
postal questionnaire will require more time (e.g.,
sending reminders). Therefore, Robson [31] suggests
using group settings, within which the participants
complete questionnaires, as this will not be time
intensive. This is the only aspect that is related to
another aspect, i.e. the sample size.

If few human and time resources are available, the
following possibilities would be suitable: 1) a
quantitative approach for a big sample size, 2) a
qualitative approach for a small sample size or 3) the
combined approach with a small sample size (which still
needs to be appropriate for the cluster analysis on basis
of the behavioral variables). All approaches are
possible, when there are many human resources
available and enough time for the data collection and
the analysis. Accordingly, connection lines should be
made between the time and human resources and the
different approaches (see Figure 1).

The final decision about the most suitable research
approach to create personas for special user groups
should be based on the number of connection lines that
were assigned between the aspects and the different
approaches. The research approach, which has one or
more connection lines from all aspects, should be
selected. If this is true for more than one research
approach, the one with the most connection lines
should be selected. If none of these procedures is
possible, connection lines can be prioritized according
to the project goal for deciding on the most appropriate
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approach. In the following, Use Cases for three
different projects will be described.

Application of Decision Diagram and Persona
Creation Approaches (Use Cases)

The two European research and development projects
from the AAL joint program involve research institutes
from various backgrounds (not only HCI), industrial
partners (mostly SME) and end user organizations from
different countries. In the CVN and FamConnector
projects an effective communication and coordination is
challenging for example due to language barriers,
different knowledge levels and transfer as well as the
physical distance. The third project, Games4School, is a
research-education-cooperation funded by the Austrian
National Government that involves a research
organization and a secondary school.

CVN Project

The CVN project aims at developing a small scale
“Connected Vitality Network” to fulfill meaningful social
interactions (e.g., with family members, friends,
caregivers) via a tele-presence system. It lasts for
three years and involves three research and four end
users organizations as well as two industrial partners
from seven different countries.

At the beginning of the persona creation process,
behavioral variables for elderly were identified, namely
their family situation, social contacts, activities, means
of communication and their ICT interest/experience.
Additionally, hints in form of requirements, as well as
primary usage reasons in form of required program
formats were considered relevant. Regarding the
decision diagram for the elderly personas, the following
connection lines were made:
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1) Partial pre-knowledge was available from literature,
e.g., elderly’s social interactions. However, little
knowledge was available about the social contacts the
elderly have and activities they conduct.

2) All partners were familiar with the three research
approaches. Elderly with minor age-related restrictions
(e.g., limited mobility) were targeted in the project,
which could e.g., make it hard for them to travel to the
workshops. However, the end user organizations were
very ambitious to compensate these restrictions (e.g.,
conducting workshops in senior homes or visit the
elderly with limited mobility to fill in questionnaires
together). Therefore, no research approach(es) needed
to be excluded (see connection lines in Figure 2).

3) The available sample size for the elderly was
estimated by the end user organization with more than
300. At least 2=256 users were needed to investigate
the seven behavioral variables with the combined
approach. As more than 100 elderly were available, the
qualitative and quantitative approaches were also
possible. Therefore, connections lines could be made to
all approaches as shown in Figure 2.

4) Enough human resources were available to perform
a combined or pure quantitative research approach. For
conducting a pure qualitative approach with more than
300 elderly not enough resources were available.
Furthermore, the project partners were not willing to
reduce the number of participants.

According to Figure 2, the combined qualitative and
quantitative approach was finally selected, as it is the
only approach that satisfies all four aspects. For the
persona creation workshops, expert (i.e. caregivers)
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interviews, end user interviews, and an offline and
online survey were conducted to gather quantitative
and qualitative data. Following the data analysis of
Moser et al. [27], the quantitative data was segmented
using a cluster analysis and enriched with qualitative
data. We experienced that it is important to assess all
behavioral variables both quantitatively and
qualitatively, in order to appropriately assign the data
to the clusters.

Decision Diagram

1) Pre-Knowledge

2) skills 4) Resources

N
Qualitative and Quantitative >

Qualitative Approach Quantitative Approach

Approach

N P
~—___—

Figure 2. Decision Diagram for Elderly Persona

From the created personas, "Anna” was selected (see
Figure 6), as it best represented the targeted user
group with minor age-related impairments. It was then
used to phrase the recruiting profiles for end users
studies.

FamConnector Project

The objective of FamConnector is to establish a generic
product in the field of meaningful online inter-
generational interactions between geographically
distant older adults (i.e. grandparents) and young
children (i.e. their grandchildren aged 3 to 9 years). In
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this project, the focus is on the elderly as primary users
and children as secondary users. It lasts for two and a
half years and involves two research and two end user
organizations as well as one industrial partner from four
different countries.

The first step of the persona creation process was to
identify behavioral variables for the grandparents,
namely their computer experience, their ICT usage,
their family situation, and, in particular, the relationship
with their grandchildren. The goals, frustrations and
pain points, as well as the primary usage reasons were
considered also relevant. For the children the following
behavioral variables were identified: family and friends
(especially the relationship to the grandparents),
hobbies and talents, computer experience and ICT
usage, goals, frustrations and pain points, as well as
primary usage reasons. Regarding the decision diagram
for the elderly and child personas, the following
connection lines were made:

1) Partial pre-knowledge was available from literature,
e.g., the ICT usage of elderly and children. However,
there was little knowledge available about the
characteristics of the relationship between
grandparents and grandchildren.

2) The research partners were familiar with all three
research approaches but not the end user organization
or the industrial partner. The targeted grandparents
should be active elderly with minor to no restrictions.
Thus, there were no specific characteristics which would
exclude one or more research approach(es) (see
connection lines in Figure 3). Nevertheless, we had to
consider the specific characteristics of the grandchildren
(aged 3 to 9 years), like the missing ability to write.
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Therefore, the combined and the quantitative approach
were excluded (see connection lines in Figure 4).

3) The available sample size was, estimated by the end
user organization, around 20 elderly and around 10
experts (e.g., teachers, psychologists) for the children.
Accordingly, for both grandparents and grandchildren
only the qualitative approach was appropriate (see
connection lines in Figure 3 and Figure 4).

4) Enough human resources were available from the
research and end user organizations to perform all
three research approaches.

Decision Diagram

1) Pre-Knowledge 2) skills 4)Resources

and Quantitative
Approach

Quantitative Approach

Figure 3. Decision Diagram for Elderly Persona

According to Figure 3 and Figure 4, a qualitative
approach was selected for both persona creations, as
being the most suitable one, which satisfies all four
aspects. In order to collect data about the elderly’s and
children’s characteristics (e.g., ICT usage, computer
experience) workshops, expert and end user interviews
were conducted. The personas for the elderly were
created following Cooper et al. [7] and for the young
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children following Antle [1]. Afterwards, offline and
online questionnaires were distributed for validation
purposes of the elderly personas.

Decision Diagram

1) Pre-Knowledge 2) Skills 4) Resources

Qualitative and Quantitative

Approach Quantitative Approach

< Qualitative Approach >

. 1
~————

Figure 4. Decision Diagram for Child Persona

From the three developed personas for grandparents
two were selected by the partners to further work with.
An outline of one persona called “Albert” is exemplarily
provided in Figure 6. The selected two personas proved
to be useful to phrase the recruiting profiles for end
users. These profiles were used for workshops and user
studies in order to evaluate the online platform. The
respective results were additionally described for each
persona in order to communicate them to the project
partners. Thus, the results were more tangible and
memorable, especially as the personas were also used
to present the requirements in the design process.

All three child personas were used for heuristic
evaluations with HCI experts, in order to ensure that
the children’s requirements were considered
appropriately. An outline of one persona called “Sarah”
is exemplarily provided in Figure 7.
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Games4School Project

The goal of the Games4School project was to develop
mini-games, together with the children of three classes
of a national secondary school following a UCD
approach. The 11 to 13 year old children were
embedded in different research activities and took over
the role of a user, a tester, an informant, and a design
partner in the context of the school. Every month each
class participated in a four hours project day to conduct
the UCD activities together with researchers (mostly in
school, within one year).

The first step of the persona creation process was to
identify behavioral variables for the targeted children
(aged 10 to 14 years), namely preferred games,
playing venues, playtimes and important game
features. Regarding the decision diagram for the child
personas, the following connection lines were made:

1) Partial pre-knowledge was available from literature
for example about the children’s gaming behavior or
playtime, but not about playing venues or preferred
game features.

2) We were familiar with all three research approaches,
but not the involved children or their teachers. There
were no specific characteristics (i.e. restrictions or
missing abilities) regarding the children for the data
collection, which would exclude one or more research
approach(es) (see connection lines in Figure 5).

3) The available sample size of children, who were not
involved in the project so far, was estimated by the
partner school with 40-60, whereof 2°=32 users were
at least needed to investigate the four behavioral
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variables. Furthermore, a qualitative approach was also
possible (see connection lines in Figure 5).

4) Within the project enough human resources were
estimated and actually available to perform a combined
or pure quantitative research approach.

Decision Diagram

1) Pre-Knowledge

2) Skills 4) Resources

Qualitative Approach

Qualitative and Quantitative —
< Approach > Quantitative Approach

[ A
~—_ —

Figure 5. Decision Diagram for Child Persona

According to Figure 5, the combined qualitative and
quantitative approach was selected, as it is the only
approach that satisfies all four aspects. Within the
analysis phase, a probing study was conducted to
collect qualitative and quantitative data for the creation
of the personas. A cluster analysis was applied on the
quantitative data to group the children. The analysis
revealed three clusters which were enriched with the
respective qualitative data (for more information see
[27]). Afterwards, the personas were presented to the
classes. Two personas were selected for each class in
order to guide the development of the mini-games. An
outline of one persona called “Tobias” is exemplarily
provided in Figure 7.
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Name: Albert
Age: 57
Location: Great Britain

Occupation: Accountant in a large company

ICT Usage: Albert uses new means of communication very often, he
also likes Facebook. To communicate with his son and his
granddaughter Elisabeth in the US, he uses the telephone (both
landline and mobile), email, Facebook, and sometimes Skype.

Relation to grandchild(ren): Albert and Elisabeth share one
interest, they like to read stories and invent different endings or new
stories. As they live far away, this does not happen regularly. When
they meet, Albert pampers Elisabeth very much. Apart from the
meetings, Albert often produces CDs with pictures or films he makes
himself, containing family parties, landscapes or being on vacation.
When they meet, they often go on excursions and show each other
the country they are living in. Furthermore, Albert seeks for
information about the US when he is at home. Then he shows and
tells Elisabeth what he found out. Furthermore, they like painting and
drawing together as well as playing or shopping, and Albert likes to
explain to Elisabeth how to do things.

On birthdays and Christmas, Albert sends presents to his
granddaughter, which make her happy. He sends her books, chocolate
from Great Britain or games, sometimes also pictures, to give her the
feeling that he is with her.

Goals: 1) being up to date (concerning ICTs and his granddaughter’s
life) and 2) meeting Elisabeth more often

Frustrations and pain points: 1) being treated as an ,old man™ and
2) not having the possibility for physical contact

Primary usage reasons: 1) staying in contact, 2) seeing Elisabeth
more often, 3) making the relationship more tangible over distance
and 4) being interested in new forms of remote interaction

Name: Anna

Age: 72

Location: Sweden
Occupation: Retired

Social contacts: Until a few months ago, Anna was in regular contact
with her 3 best friends Susan, Anika and Leonie, who she has known
for a couple of years from the cycling club. They often met each other,
if only just to go for a walk. But due to her restrictions in mobility, she
doesn’t see them as often as she would like to. Until recently, Anna
regularly took care of her two grandchildren Simon and Mark (aged 3
and 5 years), as their mother had just started a new job. Anna likes
to take care of the two boys, because she enjoys the feeling of being
useful. Since her rheumatism has gotten worse, she only takes care of
them occasionally, because she quickly feels overstrained. She
regularly meets her son and daughter-in-law who support her in terms
of daily activities. Her son is especially concerned about her physical
condition and would wish to have more time to take care of his
mother.

Interest and experience in new communication technologies:
Anna is interested in new communication technologies and is familiar
with her mobile phone, e.g. she knows how to write a text message.
Furthermore, she sometimes uses Facebook to stay in contact with
her friends. Although her available budget per month is more than
1000 Euros, she is not willing to spend money on new communication
technologies.

Requirements: 1) include formats that support her staying as
physically fit as possible, 2) provide possibilities to encourage the
social contact with her family/friends, 3) provide a possibility that
enables Anna to contact her caregiver/family, to ensure constant care
conditions, 4) provide a possibility to involve Anna’s family, in terms
of care and 5) support Anna regarding her chronic disease and other
issues regarding her daily activities

Figure 6. Outline of FamConnector “Albert” and CVN “Anna” Elderly Persona translated from German
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Name: Sarah

Age: 8

Location: Australia

Occupation: Third grade student in
elementary school

Computer Experience: Sarah has initially learned how to handle
computers through a computer for kids. Additionally, she uses the
computer at school for didactic games and information seeking. She
likes downloading music, which she learned from her older brother.
She does not have her own Facebook account, but her mother does
and sometimes they are on Facebook together. She would like to
have her own account, but her mother does not want her to as she
thinks Sarah is too young. Sarah has an email account for
exchanging photos, but she does not use it to write or read text.

Goals: Love, security and independence. Therefore, Sarah needs to
cope with leaving the security and safety of home and parents to
enter the riskier but more exciting world of peers. To develop
successfully, she must have the opportunity to safely explore beyond
the world of her family, be exposed to a range of new experiences
and be welcomed back when ready to return [1]. For Sarah, even her
grandparents expand her world as they do not have a close
relationship right now.

Frustrations and pain points: Needing frequent or a lot of help
when using the system

Primary usage reasons: 1) establishing a steady relationship with
her grandparents, getting to know them better and 2)
communication supported by video (to see her grandparents, which
is not possible on the phone)

Name: Tobias
Age:12
Location: Austria

Occupation: Second grade student in

. secondary school

Games: Tobias prefers playing games of skill or action on the
computer or on the console. However, he dislikes games, which
primarily aim at killing and violence. On the computer, he also likes
role plays, like Sims or "Die Stdmme”, as long as the fellow players
do not cheat or think that they are better than him. In his spare
time, he is also fond of tile-based games, e.g., doing jigsaws with his
parents or playing card games with his friends.

Playing Venues: In school, Tobias prefers playing ball games in the
gym or on the sports ground, as well as playing tag in the
schoolyard. He perceives the entrance area and the corridor as being
too loud, thus he rather plays in the classroom if the teacher allows
to. In breaks, Tobias rarely plays, as he is too distracted.

Game Features: Tobias thinks that games need to be fun and
exciting. Furthermore, he wishes for good and realistic graphics.
Players should not only be able to choose their tokens, but also
configure them by themselves. Tobias prefers games, in which it is
possible to collect as many points as possible or in which the winner
is the one, who reaches the goal first and the last loses. As soon as a
game is too difficult and he cannot go further or if the end cannot be
foreseen, Tobias quickly loses interest in the game. In order to avoid
this, he requests game instructions not to be too long and complex,
but short and appropriate for children by using understandable
pictures. He also prefers having the rules of the game explained
within a trial. Preferably, Tobias controls computer games with
mouse and keyboard, as long as the configuration of the buttons is
described accurately at the beginning of the game.

Figure 7. Outline of FamConnector “Sara” and Games4School “Tobias” Child Persona translated from German
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Conclusion

The decision for using personas needs to be done early
in the UCD process, as the whole data collection within
the requirements analysis phase will be influenced by
the defined behavioral variables. In complex projects it
is especially advisable to make the decision process for
a certain persona method explicit for the project
partners. Our decision diagram aims at supporting this
transparency in a structured and reasoned way.

Inexperienced researchers or those, who only worked
with certain approaches like Cooper [6], are enabled by
the decision diagram to select a suitable approach for
special user groups (e.g., elderly or children). However,
researchers familiar with creating personas might not
see the benefit of the decision diagram as they might
already consider similar aspect to choose a suitable
persona creation approach.

The decision diagram aims to take into account the pre-
knowledge, the skills of the involved people, the sample
size and the available resources. The list of aspects
might be extended according to different project goals
or specific products. We are still exploring aspects, but
those four proved to be valuable for the decision on
three different projects which deal with special user
groups. We are convinced that our approach will also
support other researchers when working with personas.

In the future we plan to apply the decision diagram in
our currently started third AAL project ENTRANCE and
extend or adapt it if necessary. Furthermore, we want
to investigate whether the decision diagram is also
suitable for other user groups than elderly and children.

CHI 2012, May 5-10, 2012, Austin, Texas, USA
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