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Deriving personas based on user attitudes
to interruption and information overload

We surveyed 135 users of
collaborative and social
systems about their views on
information load,
interruptions, trust in service
providers, and how they felt
about issues of privacy and
control.
 
We want to gain an insight into
how different types of user
interact with these
technologies and what matters
most to them, so that we can
understand their problems,
design a solution and then
evaluate it against their needs.

INFORMATION
OVERLOAD

We want to understand how users experience

TRUST IN ONLINE
SERVICES

... and how much they have

PRIVACY
... as well as their views on

CONTROL
&

SURVEY
so we conducted a
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Next, these personas will be used for ongoing
design, development & evaluation

The first chart to the left shows
all respondents' answer to this

question; the second shows the
responses only for cluster 2

(persona 'Adam').  We can see
that cluster 2 differs significantly
from the majority on this topic,
and we used this as a defining

feature of the persona of Adam.

Some examples from the data...

I'm happy to let a

computer make decisions

about what to show me

C
luster 2

A
ll respondents

The first chart to the right shows all
respondents' answer to this question;
the second again shows cluster 2's
responses.  While there is a double

peak across all respondents,
suggesting diverse views, cluster 2
more clearly experiences problems

from overload.

I receive so much

information online that I

often miss things that are

important or time critical

C
luster 2

A
ll respondents

We're interested in information
overload from diverse sources:

Email & messaging

Social media

News sites & applications

Collaborative work tools

Respondents were asked questions on 5 themes:

Attitudes to interruptions

Ability of services to understand & get things right

Trust in online services

Interaction with services, apps and technology

Differentiation between work and personal use

Chi-squared tests applied
to each question/cluster
combination determined
significant relationships.

TWO-STAGE CLUSTERINGWe used a 
identify distinct groups of respondents within the set:

K-means (k=3) applied to each of the 5 question sets individually

K-means (k=5) cluster of clusters across the 5 cluster results from step 1

technique to

Persona artwork courtesy of https://xkcd.com
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Usha

PATHY TECHNIQUE
We then applied the

to turn these

using an empathy map to understand
what the users feel, think & believe as
well as what they do.
 
The significant question responses
for each cluster provided a set of
statements used to construct the
personality and circumstances of the
persona.
 
This laid out a path to understand the
needs of diverse users and design
solutions for them.

clusters into distinct PERSONAS

To view the full set of personas derived
from this survey, visit

 https://doi.org/10.21954/ou.rd.7700579.v1
or use the QR Code above

I'd like to be more

in touch with my

extended family

without having to

log on all the time

I have trouble

switching off...

I'm not convinced

my social apps

have my best

interests at heart

It can be difficult

to stay on top of

customer comms

when you have

things flying at

you from all

directions at all

times

I find it annoying

to get lots of

interruptions

when I am trying

to concentrate on

something


