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Why Is Knowing the User Important?

I need you to 
find information 

on how to 
improve our 

plants.

I need you to 
find information 

on how to 
improve our 

plants.
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Context is Everything

How to Have  a 
Green Thumb

How to Have  a 
Green Thumb

How to Improve 
Productivity at our 

Regional Manufacturing 
Facilities

How to Improve 
Productivity at our 

Regional Manufacturing 
Facilities

Company Confidential © 2006
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Count the F’s

How many F’s?

FEATURE FILMS ARE THE RE-
SULT OF YEARS OF SCIEN-
TIFIC STUDY COMBINED WITH 
THE EXPERIENCE OF YEARS. 
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Finding Information Isn’t An Intelligence Test

Getting the information you need shouldn’t be 
like finding F’s.
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The Goal:  Information That Works for the User

User
Targeted to needs to drive job 
performance
Accelerated job skills and 
knowledge
Improved customer experience

Information Architect 
Leverages content through reuse
Lower development and 
maintenance costs
Faster development time

Information design 
enables you to 

deliver the 

Information design 
enables you to 

deliver the 

RIGHT CONTENT

RIGHT TIME
at the

RIGHT FORM

RIGHT PEOPLE

in the

to the
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A Systematic Approach That Begins with the User

Profile the user
Audit content and develop 
information model
Select tools to develop
and deliver content 
effectively and efficiently
Map the content 
development process to 
the information lifecycle
Perform iterative 
assessment

Information  Management 
System
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User-Centered Information Design

Creating an information design that works for users
User personas
Task analyses
Scenarios
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Begin with Personas

What are user personas?
• A rich description of each key audience group based on

> Behavior patterns
> Goals
> Skills
> Attitudes
> Environment
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Build the Personas

Identify all groups
• Look across functional areas
• Account for global differences

Collect data
• Structured interviews and observation

Analyze data
Build personas
• Make them real
• Give them a face, a name, and a voice
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Profile Components

Demographic description
Job responsibilities
Technical profile
Personal profile
• Goals, needs, and anxieties
• Problem-solving approach

Learning style
• Basic learning approach
• Best and worst learning experience
• Obstacles to attaining proficiency
• User’s assessment of when they are fully trained
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Clinician Persona

Work environment
Learning environment
Information and learning 
needs

• Theory
• Advantages 
• Hands on
• Advanced interpretation
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Operator Persona

Work environment
Learning environment
Information and learning 
needs

• Hands on
• Troubleshooting
• Accurate measurements
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Conduct a Task Analysis

Information-processing analysis (procedural 
analysis)
• Identify tasks and subtasks
• Identify the steps to complete each task
• Show the relationship of tasks through a flowchart and/or 

outline
• Validate tasks with users or subject matter experts
• Map tasks to user groups
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Map the Tasks to the User

Task
— User Tasks —

156 Understand workflow • • • • • • •

9.3 Prepare the system • •

9.4 Login • •

9.5 Perform a session for a new case • •

9.6 Create case information • •

9.7 Edit or delete a usage profile • •

9.8 Perform imaging •

150 Interpret imaging •

9.9 Start & stop recording for a manual run • •

9.10 Start & stop automatic pullback • •

9.11 Review run • •

9.12 Create or delete a bookmark • •

9.13 Edit a bookmark label • •

9.14 Edit a run label • •

9.15 Perform automatic lumen & vessel segmentation • •
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Task Analysis
– 30 September 2004 • v1.2 –
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Create User Scenarios

Based on the persona and the task analysis
Reflects goals and organizes tasks that link to 
proficiencies
Based in reality:  A day in the life
Shows team interaction
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Operator

Create User Scenarios 

Vicki
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Perform Content Audit

Inventory existing content and learning 
components—identify gaps
Analyze product requirements and engineering 
information for future products
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Develop Information Model

Identify content functions 
• (background, procedure, troubleshooting)

Identify content elements 
• (specific topics and procedures and troubleshooting tips)

Assign database IDs for each content element
Validate content elements
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Build Content Matrix

Row# for 
Sort Only

DB ID Source Content Element Function SME User Manual Setup Guide Service Manual

1 1 GUG 01. USING THE DEVICE Section Include
2 466 GUG 01A. Workflow Subject J Smith Include
3 467 GUG General Workflow Statement J Smith Include
4 468 GUG Alternate paths to workflow Statement B Jones Include

5 2 GUG 01B. System Setup Subject B Jones Include Include Include
6 3 GUG Component descriptions Statement J Smith Include Include Include
7 4 GUG To connect the MDU Action J Smith Include Include Include
8 5 GUG To connect the Catheter Action J Smith Include Include Include
9 6 GUG To connect the TSC Action J Smith Include Include Include
10 7 GUG To turn on the System Action J Smith Include Include Include
11 791 Caution: Power up sequence Alert J Smith Include Include Include
12 826 GUG Warning: Single Use Alert J Smith Include Include
13 8 01C. Starting a Case Subject J Smith Include Include
14 9 To log in Action B Jones Include Include
15 10 To enter patient data Action B Jones Include Include
16 11 01D. Run Descriptions Subject J Smith Include Include

Information Content Matrix
Updated: 2/1/2005
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Define Content Strategy

Strategy:
Address each 
audience 
separately

Strategy: Role-based access to information. 

Med 
Affairs

Reg
Affairs

Sales

Reg Affairs Sales Med Affairs

Phone 
Support

AdministrationProfessional
Services

Lorem ipsum dolor sit amet, consectetuer adipiscing elit, sed diam zonummy nib. Duis autem vel eum irure dolorin henderit in 
vulputate velit esse molestie consequat, vel illum dolore eu feugiat nulla facilisi at vero eos et accusam et iusto odio dignissim. 

Et harund dereud facilis est er expedit distinct. Nam liber tempor cum soluta nobis eligend option congue nihil impediet. 
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Identify the Technology that Meets User Needs

Information Management 
System
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Personas: A 360°
Approach to Understanding
Users

www.lr.com

joan.lasselle@lr.com
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