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Appendix B: The Abby Persona  

 

  

A
bby (A

bigail) Jones!

A
lthough A

bby lives right on the bus route to w
ork, she prefers to drive and avoid the 

hassle.  A
fter arriving into w

ork, she alw
ays looks over all the em

ails that she has 
received before answ

ering any one of them
.  A

fter w
ork, she rushes to a yoga or spinning 

class. A
 gam

e of S
udoku or C

andy C
rush S

aga is her m
ain pastim

e before bed. 

 
28 years old 

 
E

m
ployed as an A

ccountant!
 

Lives in C
ardiff, W

ales!

B
ackground know

ledge and skills 
 

A
bby w

orks as an accountant in a consulting firm
.  C

onsequently, she spends a good deal of her tim
e w

orking w
ith spreadsheets 

w
ith clients’ financial data.  S

he describes herself as a “num
bers person”. S

he is not a professional program
m

er but she w
rites 

and edits spreadsheet form
ulas in her w

ork. 
 

A
bby has a degree in accounting, so she know

s plenty of M
aths and know

s how
 to think in term

s of num
bers. S

he’s never taken 
any com

puter program
m

ing or IT system
s classes. 

 
E

ven though she’s an accountant and deals w
ith num

bers all day at w
ork, she likes w

orking w
ith num

bers in her free tim
e, too. 

S
he likes S

udoku and other puzzle gam
es.  

M
otivations and S

trategies 
A

bby is proficient w
ith the technologies she uses.  S

he learns new
 technologies w

hen she needs to, but she doesn’t spend her free tim
e exploring technology or 

exploring obscure functionality of program
s and devices that she uses. 

 
M

otivations: W
hen A

bby uses com
puters to problem

-solve, she has little desire to learn new
 functions, or to search for inform

ation on them
.  S

he tries to 
use m

ethods she is already fam
iliar and com

fortable w
ith to achieve her goals. 

 
Inform

ation P
rocessing S

tyle: A
bby leans tow

ards a com
prehensive inform

ation processing style w
hen she needs to gather inform

ation to problem
-solve. 

That is, before follow
ing som

e option that seem
s prom

ising, she first gathers inform
ation com

prehensively to try to form
 a com

plete understanding of the 
problem

 before trying to solve it. 

A
ttitude to Technology  

A
bby is generally com

fortable using fam
iliar technology, but she does not get a big kick out of obtaining the latest gadgets or learning how

 to use them
. 

 
C

om
puter S

elf-E
fficacy: A

bby has low
 com

puter self-efficacy, m
eaning that she has low

 self-confidence in perform
ing com

puting tasks other than the ones 
she is fam

iliar w
ith.  This has a variety of im

pacts on how
 she uses softw

are.  For exam
ple, she is not confident that she can learn to use new

 features and, 
as self-efficacy theory explains, she often gives up if she runs into challenges. S

oftw
are w

ith usability problem
s poses m

ore challenges to her than it does to 
m

ore confident users, and she often blam
es herself for problem

s that she encounters. 
 

A
ttitude tow

ard R
isk: A

bby is risk averse w
hen she uses com

puters to perform
 tasks. W

hen confronted w
ith new

 softw
are features, A

bby w
orries that she 

w
ill spend tim

e on them
 and not get any benefits from

 doing so. S
he tries to perform

 tasks "the safe” (ie, fam
iliar) w

ay, even if the less fam
iliar features m

ight 
prom

ise a m
ore direct solution.  

 
W

illingness to E
xplore and Tinker: A

bby doesn't particularly like tinkering (ie, just trying out new
 features or com

m
ands to see w

hat they do) w
hen she 

uses softw
are in her w

ork tasks.  S
he prefers follow

ing step-by-step tutorials and w
izards over tinkering. (H

ow
ever, w

hen she does bring herself to tinker, it 
has positive effects on her understanding of the softw

are.) W
hen softw

are features/com
m

ands cause problem
s for her, she tends to blam

e herself and, if 
she can, she then just avoids those troublesom

e features/com
m

ands. S
he then uses w

ork-arounds, such as restricting her use to only features/com
m

ands 
she is fam

iliar w
ith already. 


