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Ghost personas



User Persona is a single 
representation of a cluster 
of target users who 
represent similar behaviors, 
goals, and motivations. 
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User personas



Our Persona Creation Process

3
Data Analysis

1
Research Design

2
Data Collection



1 - Research Design
Goal Statement
Developed the goal statement: We want to understand how our users use VT IT services so that we can deliver 
IT services that meet our users' expectations, and we can increase user satisfaction, trust, and engagement. 

Data Collection Instruments
Designed the data collection instruments: Employee and student surveys, interviews, interview protocols, and 
participant recruitment materials. 

Research Questions
Outlined the research questions: The questions were around users’ goals, priorities, needs, behaviors, habits, 
frustrations and pain points, devices and IT service usage. 



2 – Data Collection
Survey
Participant Recruitment - Canvas announcements, 
VT daily news campus notices, DoIT social media 
channels, student email listservs

345 VT employees and 
students responded 
to the survey

Interview
Participant selection: To diversify the interview pool, 
participants with different needs, pain points, habits, and 
goals were selected for 30 mins online one-on-one 
interviews.  

31 VT employees and 
students were invited 
to the interviews



3 – Data Analysis

Coding

Coded the survey and interview 
data to find patterns and clusters of 
users with similar characteristics 
and behaviors.

Creating models

Created archetypical models of the 
user clusters based on the patterns 
found.

Producing personas

Produced the persona documents 
that summarize the research data 
in a narrative form. 
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