The Work Term Student

“l want to learn as much as | can so
hopefully I will be hired on full time.”

Personal Profile

James Smith is young and eager to secure a
full time position within the government. For
the past nine months he has been working as
a Work Term Student within the department
of Natural Resources. He is a fast learner,
and for the most part figures things out for
himself. His co-workers are extremely busy,
and do not have much time to give James
any direct guidance. They are pleased that
he can be productive with minimal
interaction, and will be sorry to see him leave
at the end of his work term.

James is a proficient user of the Internet and
computers, and has become a ‘go to’ person
within the department for small
miscellaneous jobs like editing graphics and
creating newsletters. He has quickly become
one of the more knowledgeable employees
on the government’s website, and sees many
things that he feels needs to be improved. At
times he is frustrated by the lack of or
inaccuracy of the information he is seeking.

James arrives at work later than most of his
co-workers, but stays late most nights. He
uses this time to read the daily transcripts
and catch up on small projects he has been
tasked with. He feels that if he had a better
computer with a larger screen, he could be
more productive. He has nicknamed his
computer ‘Bessy’, and while he waits for
applications to load, he encourages it with a
gentle “Com’on Bessy! You can do it".

James Smith

Background

« 25 year-old single man.

» Recently graduated from College of North
Atlantic (CAN).

* 9 months ago he was hired on by the

government in a work term position, but James

hopes to be hired on full time.
* He works as a clerk with the department of
Natural Resources

Attributes

« Proficient with the Internet.

*» Uses the government’s website daily.

« Daily access contact information and job
posting.

Needs

* Full time job

« Contact Information for Natural Resources
personnel

* Departmental Information

« A greater understanding of the function of

government

« Information on current government affairs

Scenario

Needs Feature

Newﬁn{h/diand
Labrador

Behavior

James has just finished his
third year of the Business
Management Diploma from
the College of the Atlantic,
and is now hoping to be
hired on full time. James
checks the job postings on
the Public Service
Commission's website daily
looking for any new
positions that may match
his skill set

« Full time job « Job Board

James has the job board
bookmarked, which he
goes to directly. He
looks at internal jobs
first, then public. He
quickly scans the list
and can see which jobs
he has already looked at
by the color of the link.
He has to scan all the
jobs as there is no way
to filter by position.

Part of James’s
responsibilities includes

« Natural Resources
website.

« Contact Information
for Natural Resources

James has the
telephone directory

receiving calls from the personnel « Telephone Directory bookmarked as well. He
public looking for « Departmental mostly uses the last
information. Since James Information name of the user he is
has only been with the looking for and the
department for 9 months, department they belong
he uses the website to look to. He has made ita

for the answers for many of habit of calling the

his inquiries. In particular, number first to ensure it
James uses the online is correct before giving it
telephone directory, but out, as the numbers a
finds that it is not up to wrong in many

date. Clients often call him instances.

back saying that the

number he gave them is

incorrect.

James is very motivated to « A greater * Hansard James uses his

learn as much as he can
while on his work term. To
learn more about how the
government functions, he
has been reading the
reference material on the
House of Assembly
website. He also skims the
daily transcripts to keep up
to speed with current
events.

understanding of the
function of government
* Information on
current government
affairs

* Reference materials

bookmark for the House
of Assembly. From here
he navigates to the
Reference Material
page, and then the
standing orders. He will
also navigate to the
Hansard and read the
daily transcript.



The Admin Assistant

“l need the tools that will make my
job easier, so | can get more done
during the day.”

Personal Profile

Margaret started working for the government
when she was 21. For the past 6 years, she
has been working as an administrative
assistant in the department of Transportation
and Works. She is extremely knowledgeable
about the government and it's processes,
and is a key resource within the department.

Margaret can type extremely fast, and where
possible, she does not use her mouse as it
slows her down. It is faster for her to type
the full URL into he browser, than use the
navigation. She is extremely resourceful and
can manage to find most information she
seeks, but her path is not always straight
forward. Her manager often relies on her to
find the information he needs, which she
prints out for him to read.

Margaret has two children that are attending
elementary in Holyrood. She does not like
getting home too late, so will check the road
conditions in the late afternoon, to see if the
conditions are OK. If the conditions are bad,
or the forecast is calling for snow, she will try
and head out a bit early so she will not get
home too late.

Margaret Kin

Background

« 32 years-old, married woman with two
children.

» Has been working with the government for 11
years.

* The past 6 years she has been working as
an administrative assistant in the
Transportation and Works department.

Attributes

 Expert Internet knowledge.

» Uses the government website daily.

* Daily uses site to look up information on
other departments and get contact information.

Needs
* Access to Policy manuals

» Contact information
« Information on the highway conditions

Scenario

Needs

Feature

Newﬁn{h/diand
Labrador

Behavior

As an admin assistant,
Margaret is responsible for
managing the leave for
members of her
department. Recently, an
employee suffered a death
in the family, and Margaret
wants to verify the current
policy on bereavement
leave. To do so, she
references the Human
Resources Policy Manual
online.

« Access to Policy
manuals

* Human Resources
policy Manual

Margaret knows the URL
for the Human Resources
Policy Manual, as she
references it regularly.
She types in “www.exec”
and her browser
automatically suggests
“www.exec.gov.nl.ca’hrpm
/" from her history. She
selects the link and
proceeds to navigate to
Bereavement Leave.

Margaret's Manager needs
to call the Manager of
Transportation Regulation
Enforcement in the
Department of Government
Services. She does not
know who this manager is,
so she must first find out
this individual's name.

« Contact information

 Telephone Directory

Margaret uses the search
engine to look for
“Manager, Transportation
Regulation Enforcement”,
and sees a press release
written by Kim Durdle.
She then uses the
Telephone Directory to
find Kim Durdle’s phone
number, but that name is
not listed. She decides to
sort the search results by
date, and finds a pdf
version of the directory
listing Will Griffin in that
position

Margaret lives in Holyrood,
and it is getting late and
starting to snow. She
checks the highway camera
to see what the conditions
are like for her trip home
before leaving the office.

« Information on the
highway conditions

« Highway cameras

Margaret types
“www.roads” into her
browser, and
“www.roads.gov.nl.ca/cam
eras/default.stm” comes
up. She selects this
suggestion and goes
straight to the cameras.



The Manager

“I need research tools to help me
develop the best program possible
to combat the rise in drug use.”

Personal Profile

Mary Parsons is a teacher from Mt. Pearl
Intermediate school, who has been seconded
for a year to help update school curriculum.
She currently teaches Health, so has been
placed in the position of Program
Development Specialist for Health, Home
Economics and Family Studies, within the
Education Department.

As a mother of three, she has a growing
concern over the use of drugs in school aged
children, and wants to increase the
awareness of the hazards of drugs in her
new program. She recently heard about
OxyContin from her 12 year old son, and has
become increasingly concerned the more
she learns.

Mary is unfamiliar with the government’s
organization and where to find the
information she needs. She relies on the
help of others to get the research she needs,
and make new contacts in other
departments. She knows a year can slip
away very quickly, and is determined to
make a difference. She is frustrated with red
tape as it slows her progress, and she
wishes she new how to access the
information she wants without all the
bureaucracy

Background

* 45 year-old married woman, with three
children.

* She is a Program Development Specialist for
Health, Home Economics and Family Studies,
within the Education Department.

* She is a teacher who has been seconded for
one year to work on program development.

Attributes

« Proficient Internet knowledge.

» Uses the government website daily.

« Daily uses site to do research to aid in the
development of her programs.

Needs

« Current Program Info

» School Board Contacts

» Health Board Contacts

¢ Drug Info

* Youth Advisory Committee Research

Scenario

Needs Feature

Newﬁn{h/diand
Labrador

Behavior

Mary is responsible for
updating the programs for

« Education website
« Directory

« Current Program Info
« School Board

Mary’s browser open’s
by default to the

Health, Home Economics Contacts government’s main
and Family Studies. She is home page. She is
new to this role, and starts uncertain where to find
by researching the existing the curriculum, so uses
program curriculums on the the government’s
Education website. She website search engine,
also seeks out assistance and types in “health
using the Education system curriculum”. She finds
directory. the info she needs
ranked 7t in the list.
Mary wants to address the * Drug Info « Health website Mary uses the
growing drug abuse topic in  « Health Board « Directory government website
her updated program. She Contacts search engine, and

has learned of OxyContin
from her son, and is
concerned. She learns
more about the drug and
the issue by searching for
information on the Health
website. She then looks for
specific contacts in the
Health department that can
help with some additional
questions.

types “Oxy-Contin”, for
which she gets no
results. She then tries
“drug abuse” and sees
the second ranked item
is ‘OxyContin’. She
reviews the information
on this page and then
selects the Contact Us
page for resources to
help provide more info.

Mary has been directed by
her manager to seek input
to her program from the
Youth Advisory Committee.
She does not know very
much about this committee,
so uses the Human
Resources, Labour and
Employment website to find
out more.

* Human Resources,
Labour and
Employment website

* Youth Advisory
Committee Research

Mary uses the
government's
department list to link
the Human Resources,
Labour and Employment
website. From here she
performs a search using
“Youth Advisory”, and
finds information on who
they are ranked 5t in
the list.



n The Executive

“I am extremely busy, and what time
I have to use the website needs to
be more productive.”

Personal Profile

William Power has worked for the
department of Government Services all his
life, and after 25 years of service, he has
been appointed to the position of Assistant
Deputy Minister. He spends most of his day
tied up in meetings focused on the budget, as
well as the goals of the department.

When William started working with the
government, there were no computers.
When computers were introduced, he never
had a need for them. Now that computers
are more prevalent, he can perform basic
tasks, but get frustrated easily, and has to
call his admin assistant for help. He is very
busy, but when he does has two minutes to
use the website, he needs his time to be
effective. He feels he spends too much time
searching for information.

Much of the Internet is a mystery to William.
He is cautious when he uses the web, and is
concerned about what he hears on identity
theft. As his department expands its use of
the internet, more focus is being placed on e-
services. William understands that this is a
major undertaking, and wants to proceed
cautiously.

William Power

Background

* 49 year old married man with two children.
» Spends most of his day in meetings.

* Has been working in the Government
Services Department for 25 years, and has
finally worked his way up to Assistant Deputy
Minister.

Attributes

* Competent knowledge of the Internet.

« Uses the government website on a weekly
basis.

* Weekly uses site to keep up to date with
legislation and current news.

Needs
« Keep abreast of current news.

 Read the daily transcripts.
» Reference Material for documentation

Scenario

Needs Feature

Newﬁn{h/diand
Labrador

Behavior

It is very important for
William to be informed of all
press releases for not only
his department, but others
as well. On a weekly basis,
William will scan through
the new releases on the
main government website,
looking for anything that
might impact him or the
department. If something in
the title catches his eye, he
will read the full release.

» Keep abreast of * Press Releases

current news.

William’s default home
page is the government
main website. He uses
the left hand navigation
to link to the New
Releases website. He
then selects “Week in
review” and chooses the
previous week. He
scans through the titles
looking for any of
interest, which he will
read.

Williams department has
introduced legislation to the
assembly that is currently
being debated. The
amendment to the ATV
legislation has sparked a lot
of controversy for the rural
areas. Yesterday's session
was particularly heated and
William wants to read the
transcripts to see who said
what so the he may prepare
the minister.

* Read the daily « Hansard

transcripts.

William uses the left
hand navigation on the
government's main
website to link to the
house of assembly.
From here, he follows
the navigation to House
Business, then Hansard,
where he finds the
transcript for yesterday.

William is preparing a
briefing for the minister on
the new amendment to the
ATV legislation. In this
brief, he wants to add some
statistics on the number of
hospitalizations caused by
ATV. He recalls the
brochure that is posted on
their website, so he looks it
up and uses itas a
reference. William also
provides the link to the pdf
so the minister will have it.

« Government Services
website

» Reference Material
for documentation

William follows the link
to the Government
Services website on the
Departments / Agencies
page of the main
government website. At
the bottom of the page
he see a photo of a ATV
with a link “ATV Safety”.
On this page he sees
the link for the brochure,
and downloads it.



The Senior

“l want to see my tax dollars spent
wisely.”

Personal Profile

William Thomas is a 65 year old gentleman,
who retired 5 years ago. He and his wife live
in St. Bernard's, but for the last two years, he
and his wife have been spending the winters
in Florida. To keep in touch while they are
out of the country, Thomas uses the internet.
Particularly around budget time, Thomas
likes to keep current on the latest information
by following the press releases on the Budget
website.

Thomas grew up in a poor family. He has
struggled to create a better living for he and
his family. He can not stand waste, and likes
to keep on top of his elected officials, to
ensure they are spending his tax dollars
wisely. He is a penny pincher, and looks to
save money where ever he can. Even
though he spends the winters in Florida, he
wants to apply for the Home Heating Fuel
Rebate.

Thomas only started using the internet after
he retired. The computer was a retirement
present from his wife, who was worried that
he would not have enough to keep himself
busy. His grandson installed Google search
bar on his browser which he uses to search
for almost everything. He has taught himself
how to use the computer and internet, and is
relatively proficient at getting around.

Background

* 65 year old married man who has just retired.
« Lives in St. Bernard's, but spends the winter
months in Florida.

« Cost conscious.

Attributes

« Proficient knowledge of the Internet.

» Uses the government website on a monthly
basis.

* Uses the site to find information on the
budget, as well as programs and benefits for
he and his wife.

Needs
* Home Heating Fuel Rebate

 Budget Information
« Out of Province Health Coverage

Scenario

Needs Feature

%
Newfbl{ﬁ{dland
Labrador

Behavior

Thomas is on a fixed
income, so the increase in
heating costs is having a
big impact on he and his
wife. Thomas heard of the
Home Heating Rebate in
the news, and wants to
apply, but does not know
how. He uses Google to
search for information, and
finds the application on the
Finance website.

* Home Heating Fuel « Finance website

Rebate

Thomas searches for
“home heating rebate”
using the Google search
engine. The first result
takes him to the Home
Heating Rebate page on
the Finance website. In
the page is alink to a
PDF application form.
Thomas downloads the
form, prints it out, fills it
in, and mails it back to
the government.

Thomas wants to keep
informed on budget news.
During budget season he is
in Florida, so does not
catch the news. Thomas
stays informed by reading
budget related information
on the Budget website.

« Budget Information * Budget website

Thomas uses Google to
search for “budget
Newfoundland”. In the
results are the budgets
for the past two years,
but not the current year.
Thomas selects the past
year’s budget, and then
trims budget2006 off the
URL. This takes
Thomas to the main
budget page which lists
the budgets in order.

Thomas and his wife are
65, and although young at
heart, they have a number
of different health
conditions. For the past
two years, Thomas and his
wife have been spending
the winters in Florida. To
date, they have not needed
medical attention while in
the US, but Thomas would
like to know what he is
covered for if something
were to happen.

« Out of Province * Health website

Health Coverage

Thomas uses Google to
search for “Out of
Province Health
Coverage
Newfoundland”. The
first result leads Thomas
to the Newfoundland
Hospital Insurance Plan
web page. In the left
hand navigation, he
selects the link for
“Services Outside
Canada”.



n The Mother

“l want to create a better live for
myself and my kids.”

Personal Profile

Catherine Mercer is a 37 year old single
mom with 2 children. She is recently
divorced, and is in the midst of a heated
battle over custody of the two children. Her
ex-husband has accepted a new job in San
Francisco, and wants to take the children to
live with him. He is arguing to the courts that
he can provide a more stable living
environment than Catherine, who is planning

on going back to school full time.

Catherine has been accepted into Political
Science at Memorial University. She knows
she needs to get a job, and has always
wanted to work in the communications. The
program is 4 years long, and the only way it
will be possible is if she receives the help of
Student Aid, as well as Income Support.

Catherine is a proud woman, who never
could imagine herself receiving income
support. She is embarrassed by this turn of
events, and does not want to ask anyone
where to get help. She prefers to use the
internet for this reason, but unfortunately can
not find any information on applying for the
aid. She is determined to get back on her
feet, find full time employment in an area she
likes, and create a stable environment for her

children.

Catherine Mercer

Background

« 37 year old woman with 2 children.

« Recently divorced.

* She is going back to school at MUN taking

Political Science.

*» She needs to access student aid and income
support to help while going through school.

« Wants to be in communications

eAttributes

« Proficient knowledge of the Internet.
* Uses the government website on a weekly

basis.

« Looking for financial support and legislation.

Needs

« Financial Assistance
* Income Support
« Family Court legislation

Newﬁn{h/diand

Science from Memorial
University. As a single
mom with no other source
of income, she will need to
access student aid. She is
not sure where to look, so
she uses the government
search engine to help her
locate information.

Labrador
Scenario Needs Feature Behavior
Catherine is going back to « Financial » Education Website Catherine enters “Adult
school, to take Political Assistance education financial

assistance” into the
government search engine.
She browses through 5
pages of results, but can not
find the information she is
seeking. After 45 minutes of
searching with her children
starting to get restless, she
calls the general inquires
phone number.

As a recently divorced
mom, Catherine needs
income support to help her
through until she graduates
and can get a job. She
never thought she would
ever need social
assistance, and is
embarrassed to ask anyone
for information. She tries to
find information online
using the government
search engine.

« Income Support

* Human Resources,
Labour and
Employment website

Catherine enters “social
support” into the government
search engine. The results
include numerous strategic
documents and press
releases that are all out of
date. On one document,
they listed a phone number
which Catherine tries.

Catherine is locked in a
heated battle with her ex-
husband regarding the
custody of her children.
Her ex-husband wants to
take the children with him to
California, where he has a
new job. There is no way
that Catherine will let this
happen, so she wants to
prepare herself with the
current legislation on the
topic.

« Family Court
legislation

« Justice website

Catherine enters “Family
Court” into the government’s
search engine. She is
unaware that the Family
court is part of the Supreme
Court trial division, and thus
can not find what she is
looking for. By now she is
fed up with the search
engine, and simply calls the
general inquires phone
number.



The Student

“I need to get some real life
experience to prepare me for
graduation.”

Personal Profile

John White grew up in Goose Bay, but has
spent the last two years in St. John’s, where
he has been enrolled in the Petroleum
Engineering Technology program at the
College of the North Atlantic. Living away
from home is hard financially, as his family
does not have much money. He has been
receiving student aid to help pay for tuition
and accommodations. He has just started
his last year in this three year program, and
is anxious to find full time employment. He is
very motivated, and has already begun
looking for a work term position that he will
start in the spring.

John has been following any news on the oil
industry very closely. He knows that any
slow down in new development could mean
the difference between finding a full time job
or not. He appreciates the fight the Premier
is making, but is very anxious that Hebron
Ben/Nevis project be started again before he
graduates.

John is an expert with the computer and
internet. He does all his homework on the
computer, including his research for all his
papers. For his current project on the
environmental impacts of offshore drilling, he
is building a multimedia presentation. Much
of the information and media he found on the
Department of natural Resources website.

John White

Background

* 20 year old single man

* Attending the Petroleum Engineering
Technology Program.

 Family lives in Goose Bay, so he must stay
in residence.

Attributes

*Expert knowledge of the Internet which he
uses daily.

» Uses the government website on a weekly
basis.

* Checks the press releases main, but also
looks for research information and the wage
subsidy program.

Needs
» Wage Subsidy Program

*» Research on offshore drilling
« Info on Hebron Ben/Nevis project

-
%

Newﬁ)lfﬁ{dland

Petroleum Engineering
Technology program at the
College of the North
Atlantic. This program
requires John to find his
own Work Term, suitable to
the course. He wants to
get a jump on any available
positions and is searching
for any information on the
wage subsidy program.

Employment website

Labrador
Scenario Needs Feature Behavior
John has just started his * Wage Subsidy « Human Resources, John was given a
third and last year of the Program Labour and brochure at a recent oil

and gas trade show from
the department of
Human Resources,
Labour and
Employment. On the
back is the department’s
website address, which
he types into his
browser. He then
follows the ‘Careers and
Employment’ link from
the front page.

John has been assigned a
research paper on the
environmental impacts of
offshore drilling in the
Grand Banks. He needs to
gather some information on
the topic, specifically, maps
of the land holdings for the
Grand Banks.

« Research on offshore
drilling

« Department of Natural

Resources

John'’s teacher has sent
him an email with a link
to the Mines and Energy
section of the
Department of Natural
Resources website.
John searches the Qil
and Gas pages until he
finds a page with maps
for the offshore.

Since John will be
graduating in 9 months, he
has been keenly following
the Hebron Ben/Nevis
project that has been put on
hold by the Premier. He is
anxious to see an
agreement met, as the
project will surely mean full
time employment for quite
some time.

« Info on Hebron
Ben/Nevis project

* Press Releases

John types in the
address for the main
government website,
and follows the link on
the front page to the
press releases. He
scans through the past
weeks announcements
for any news on the
Hebron Ben/Nevis
project.



ﬂ The Small Business Owner

“l want to realize my life long dream
on opening a Bed & Breakfast, and |
am not sure where to start.”

Personal Profile

Elizabeth Walsh has been an artist all her
life, and now wants a change. It has been a
life long dream to own and operate a Bed
and Breakfast in her home town of Port
Blanford. She still paints, and intends to set
up a small gallery attached to the B&B to give
her something to do in the off season.

Her husband has recently retired, and is
helping her with her business. He suggested
to his wife to focus on the eco-tourism
market, and try to attract winter clients for
cross-country skiing, snow mobiling, and
hunting. Excited by the idea, Elizabeth is
now looking for information that she can use
in her marketing.

Setting up the B&B has been more
challenging than she imagined. Some days
when she thinks of all the things she must do,
she becomes overwhelmed, and starts to
second guess her decision. She knows that
there must be resources out there for her, but
does not know where to find them. She is
feeling stressed, as the new tourism season
will be starting soon, and she is not even
listed with the Tourism Destination
Management System. Delays in getting up
and running are costing her a lot of money.
With the loan payments due on her
renovation work, and no income, she is
feeling the pinch.

Elizabeth Walsh

Background

* 55 year old married woman

* Wants to set up a new Bed & Breakfast in
Port Blanford with her husband.

* She used to be an artist, and still runs a
gallery off the bed and Breakfast.

* Her husband has recently retired and helps
her run the business.

Attributes

» Competent knowledge of the Internet which
she uses daily.

* Uses the government website on a weekly
basis.

* Looks for information and services to help
her get her B&B up and running.

Needs

» Add her business info to the Tourism
Destination Management System

* Tips on running a small business

« Grant or Small Business Loan

* Business Ideas

« Wildlife Information

* Hunting Information

Newﬁn{h/diand

Labrador
Scenario Needs Feature Behavior
Elizabeth knows that she * Add her business * Tourism Elizabeth enters “Tourism
must enter her information info to the Tourism Destination Management
about the bed and breakfast  Destination System” into the governments
into the government'’s Management System search engine. She sees lots
Tourism Destination of pages that talk about the
Management System, but system, but she can not find a
she does not how or where link to the system itself. When
to find it. She looks at the she narrows her search to
Tourism website, but does ‘Only Tourism’ she gets no
not see any info for tourism results.
operators. She tires to
search for it on the
government’s main website.
Although Elizabeth has * Tips on running a « Canada / Elizabeth enters “small
been an artist for most of small business Newfoundland business startup” into the
her life, this is her first real « Grant or Small Business governments search engine.

Services Network
« Department of
Innovation, Trade
and Rural
Development

business venture. She
needs lots of information
and assistance to get her
B&B up and running, but
really does not know where
to start. She has heard that
the government may
provide loans or grants to
small businesses, so she
tried to find out more info.

Business Loan
* Business Ideas

First in the list is the ‘Doing
Business’ page of the
governments site which has a
list of numerous resources.
She selects the ‘How to
Incorporate You Business’ link,
buts misses the INTRD and
CBSC links.

« Environment
website

* Wildlife Information
* Hunting Information

Elizabeth wants to attract
eco-tourist and hunters to
help support the business
in the off season. She
needs to find some wildlife
and hunting information that
she can put into her
brochure and website. She
looks on the Environment’'s
website.

Elizabeth links to the
Environment website from the
government’s front door. She
enters “Wildlife” into the
search engine, and the first
result takes her to the
Labrador and Aboriginal
Affairs website. She gets
frustrated and tried to search
for “hunting”. The first result
takes her to the message from
the environment minister.



n The Businessman

“l want to expand the family
business internationally.”

Personal Profile

George Brown lives in Port Aux Basque with
his wife and two children. George grew up in
Port Aux Basque, where his father ran a local
fish processing plant. His father is now
retired, and George runs the family business
with his brother. George’s responsibilities
include business development and
marketing.

The plant is modestly successful, but George
has big plans to increase revenue. He wants
to double their export numbers in the next
twelve months. To do this, he plans to start
attending more international trade shows, but
he will also need to assistance of the
government. George wants to join some
trade team to help him get some more
exposure. He sees this as a very strong way
to increase his customer base.

While George works to increase his exports,
he needs to ensure his existing local client
remain satisfied. One of his biggest
challenges is ensuring orders reach their
destinations on time. Lately, machinery
troubles have put the plant behind, and
George has had to rely heavily on the ferry
service to get his product moved on time.

Background

* 42 year old married man with two children

» Co-owner of a fish processing plant with his
brother in Port Aux Basque

» Manages new business development and
marketing for the plant.

Attributes

» Competent knowledge of the Internet which
he uses daily.

» Uses the government website on a daily
basis.

* Looks for a variety of resources including
grants, promotional events and trade shows,
and the ferry schedule.

Needs
» Trade Shows Promotional Events

» Trade teams
« Ferry Schedule

Scenario

Needs Feature

Newﬁn{h/diand
Labrador

Behavior

George manages the
business development of
marketing of his fish
processing plant. For
several years now, he has
attended the International
Boston Seafood Show. He
intends to go again, and
wants to find out more
information.

« Fisheries and
Aquaculture website

* Trade Shows
Promotional Events

George has the
Marketing and Product
Development page of
the Fisheries and
Aquaculture website
bookmarked. He then
links to the Trade
Shows/Promotional
Events page and finds
the Boston Seafood
show listed. He links to
the external website for
the show.

George wants to expand
the business. The
company exports a modest
amount of product, but
George wants to double
this in the next year. To do
this, he wants to take
advantage of government
sponsored trade initiatives.
He is aware of Team
Atlantic Canada, but
recently heard of the New
England Trade and
Investment Initiative.

« Innovation, Trade and
Rural Development

« Trade teams

George uses his
bookmarks to link to the
Innovation, Trade and
Rural Development
Website. He finds the
information he is
seeking quickly under
Programs and Services.
He uses the contact
information provided to
place a phone call to
receive more
information.

George'’s fish processing
plant still ships most of it's
product within
Newfoundland and
Labrador. He has a client
in Goose Bay that is waiting
for an order that is late.
George wants to check the
ferry schedule to see when
he must have the order
ready to make the next
ferry.

« Ferry Schedule « Transportation and

Works website

George has the ferry
schedules bookmarked.
Within 30 seconds, he
has located the
schedule for the next
ferry leaving for Goose
Bay, and realizes that if
they can complete the
order by the end of the
day, there is a ferry
leaving this evening.



The Tourist

“I want to combine my work with my
trips home to Newfoundland.”

Personal Profile

Sarah Taylor was born and raised in
Paradise Newfoundland. She attended
Memorial University, and got a job in
Vancouver immediately after graduation. For
the past 16 years, she has traveled back
every second year to visit with her parents.
Her parents are getting older now, so Sarah
would like to make more regular trips home
to see them, but flights are costly. She would
like to find some business opportunities in
Newfoundland that she can use to expense
her trips home.

Sarah is an e-Health consultant, and would
like to consult to the provincial government or
one of it's contractors in one of the electronic
health projects currently underway.

Sarah has another reason for this trip. She
has been dating her boyfriend for over a year
now, and he has not been introduced to her
parents. Her parents are eager to meet him,
so she would like him to come with her on
this next trip. She has coaxed him into the
idea, by suggesting they spend 5 days
touring the area, taking in the eco-tourism
adventures and activities. She is sure that as
soon as he sees the beautiful landscape, that
he will fall in love with Newfoundland. If she
could just get him to propose.

Background

« 38 year old single woman.

» Grew up in Paradise, Newfoundland.

* Currently lives in Vancouver working as an e-
Health consultant.

Attributes

« Proficient knowledge of the Internet which
she uses daily.

* This is the first time Sarah has accessed the
government website.

« She is using it to locate tourism information,
as well as business information.

Needs

* Trip planning ideas.

* Book accommodations and adventures
« Status of the Electronic Health Records
project

 Business Contacts

Scenario

Needs Feature

Newﬁn{h/diand
Labrador

Behavior

Sarah wants to plan a 5 day
eco-tour of Newfoundland
to show her boyfriend the
province’s rustic beauty.
Sarah grew up in Paradise,
where her family still lives,
and she wants her
boyfriend to see where she
grew up. Sarah has a lot to
do in a small period of time,
so will keep the trip
confined to the Avalon
Peninsula.

* Trip planning ideas. » Tourism website
* Book
accommodations and

adventures

Sarah enters the URL of
the Tourism site into her
browser. She selects
“What to Do” from the
left hand navigation, and
then “Attractions and
Adventures”. After
selecting the Avalon
region, she finds an
extensive list of things to
do and see. Sarah
prints this off, and starts
to highlight items of
interest.

Sarah is a consultant in the
e-Health area. She would
like to be able to combine
her trips home with
business, which would
allow her to write the trip
off. She is aware of the
Centre for Health
Information from her
parents, but she would like
to find out what initiatives
may be underway that she
could get involved with.

« Centre for Health
Information

« Status of the
Electronic Health
Records project

Sarah enters the URI for
the Centre for Health
Information into her
browser. She finds this
website has a wealth of
information, specifically,
the Pharmacy Network
section which gives
Sarah a great
introduction into the
program and it's
timeline.

Sarah has learned that the
province has awarded a
number of RFP’s to support
the iIEHR/Labs Project and
Other Electronic Health
Record related projects.
While on this trip, she
wants to make some
contacts within the
provincial government that
she can follow up with
when she returns home to
Vancouver.

* Business Contacts  Telephone Directory

Sarah is currently on the
Centre for Health
Information website.
She selects the “Contact
Us” link in the left hand
navigation. At the
bottom of this page she
finds a link to a listing of
the Centre’s staff. This
is what she is looking
for, so she prints it.
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