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[bookmark: _Toc80111011][bookmark: _Toc80873104]Avatar for Alex’s IT hiring manager
[bookmark: _Toc90218567]Table 11:  IT hiring manager avatar: The numbers correspond to the infographic in Figure 7
	Heading
	Your boss – suggestions for answers

	OVERVIEW (1)
	 

	Photo of Lou or someone who looks like Lou. 
	[image: A silhouette of a person

Description automatically generated with medium confidence]Photo of Lou. Or a stock photo (eg. pxhere.com, freeimages.com, commons.wikimedia.org).
Only use famous people if that’s who you’re aspiring to work for.

	Name of the hiring manager.
	Lou Woodyard

	Age
	Mid 30s

	Job title
	Manager of LMS support

	Personality traits
	Affiliate [personality trait from Table 5]

	Income
	$100k

	Reports to
	Chief Technical Officer

	Education
	Batchelor of IT from [some local college]. 

	Count of staff
	Team of 5 people.

	PERFORMANCE
MEASURES (2)
	 

	Performance measures
	# satisfied clients, # resolved support requests, # improved processes, workplace morale.

	BIO (3)
	

	Bio
	Lou worked in a cafe while doing an IT degree at [some local college], is a gamer, and takes pride in customer service. 

	QUOTE (4)
	

	Quote
	I like being part of the solution, not the problem.

	MOTIVATIONS (5)
	 

	Values: What is important to them? What drives the decisions they make?
	Teamwork: Build a happy and cohesive team.
Ideology: Customer satisfaction and being the helpful face of the business.

	
	

	ROLE AND RESPONSIBILITY (6)
	

	Overseeing support staff (50%)
	Monitor that support requests are being dealt with professionally and timely.

	Improving documentation (30%)
	Improving system and user documentation based on reports from support staff.

	Meetings (20%)
	Meetings to discuss…
Problem support tickets.
Support area performance.
Support area structure.

	GOALS (7)
	 

	Customer experience
	Improve the customer experience by improving documentation. 
Improved feedback to developers to make Moodle-4-K-12 more user friendly.

	Staff training 
	Improve support tickets resolution time.
Rotate development and support areas to improve the quality of support.

	FRUSTRATIONS (8)
	 

	Staff training.
	Too much time spent on escalated support issues that front line staff should be capable of dealing with. 

	Ticketing
	Staff not using ticketing system correctly. Makes performance analysis of support area inaccurate.

	Constraints
	Understaffed. Narrow skillset of staff

	INFLUENCES (9)
	

	Influences
	[bookmark: _Hlk90204437]Competitors, edwiser blog, Moodle blog, Martin Dougiamas (Moodle founder).

	SOFTWARE (10)
	 

	Office suite, CRM, …
	Microsoft Office 
Moodle
Zendesk
Monday
PHP, JavaScript, HTML5, SQL and HTTP
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Avatar for the workplace Alex’s IT job is within
[bookmark: _Toc90218568]Table 12: IT workplace avatar: The numbers correspond to the infographic in Figure 8
	Heading
	The business – suggestions for answers

	OVERVIEW (1)
	

	Photo: Find a photo that represents a widget they sell, service they provide, or logo. 
	Insert logo. [image: Graphical user interface

Description automatically generated with medium confidence]

	Name: Business name
	Moodle-4-K-12

	Time in business.
	5 years.

	Employees.
	10 office staff, 10 developers, 1 sales engineer, 2 implementation engineers, 5 support staff.

	Income.
	$6m annual revenue.

	PERFORMANCE MEASURES (2)
	

	Performance measures
	Annual growth >15%.
Raving customers.

	BIO (3)
	

	Bio.
	Moodle-4-K-12 is a market leading provider of Moodle LMS solutions for mid size K-12 schools. Our clients are just big enough to need an LMS, but too small to employ their own LMS workforce. We distribute and support our own Moodle solution. We support teachers so they can get on with teaching and their students can get on with learning.

	QUOTE (4)
	

	Quote.
	Education tech without the tech talk.

	MOTIVATIONS (5)
	

	Growth.
	Growth via new clients and new offerings.

	Values: What is important to them? What drives the decisions they make?
	Ideology: Ensure adherence to company standards.
Teamwork: Build a happy and cohesive team. 
Quality: Aim to build a body of raving fans.

	Clients (6)
	

	Clients.
	Typical clients are 300-1000 student schools.

	Client pain points and frustrations. What brings them to the business?
	Technology overload.
Setting up the system.
Insufficient technical knowledge.

	Geography.
	Eastern metro.

	GOALS (7)
	

	Systems.
	Online help videos.
Better systems to capture client feedback.

	Support.
	Introduce gold, silver and bronze support packages.

	Staff
	Rotate staff to overcome compartmentalized knowledge.

	FRUSTRATIONS (8)
	

	Hard to find qualified staff.
	Recruiting staff is time consuming and extra work.

	Office.
	Need better coordination between teams.

	Current processes complicated and stressful. 
	Too much time spent on managing projects.

	Feedback.
	Feedback from clients not making its way to developers.

	Lack of expertise.
	We’re rolling out system upgrades, but clients are not using them.

	Constraints.
	Not enough staff understand the entire system.

	EMPLOYEE BENEFITS (9)
	

	Benefits.
	20 days annual leave, Public holidays, 10 days sick leave, Pension fund, Flexible hours, Work at home or office. 

	SOFTWARE (10)
	

	Office suite, CRM, …
	Microsoft Office.
Xero accounting.
Monday project management.
Moodle LMS.
Zendesk support ticketing.
PHP, JavaScript, HTML5, SQL and HTTP
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