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Abstract

Work is increasingly shifting away from traditional full-time jobs
toward more fragmented ways of working, like gig work and part-
time jobs. Yet, employment platforms like LinkedIn often privilege
those with traditional credentials and work histories, presenting
barriers to those who possess little experience translating informal
experiences into a format that such tools expect. To address this
gap, we propose a narrative-based approach that enables individu-
als to recognize transferable skills and practice articulating them
verbally and in writing via a group discussion setting. Through a
participatory design workshop held in a public housing commu-
nity, we demonstrate how a cultural-probe and persona-inspired
activity can elicit self-reflection, enabling individuals to communi-
cate their strengths. While prior HCI research has highlighted the
critical need for reflection in the job search process, little work has
been done to facilitate this reflection and translation into employ-
ment profiles. Our work addresses this call and informs new design
directions for employment technologies.
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1 Introduction

The nature of work continues to evolve rapidly due to the accelera-
tion of technological advancements [16], innovations like platform-
based economies offering gig work [69], and the long-term im-
pacts of the COVID-19 pandemic [3]. Such disruptions exacerbate
inequalities among people with different skill sets (i.e., routine
versus non-routine tasks), leading to job displacement and stag-
nated wages among middle-wage workers [6, 7, 16]. In addition,
the combination of these economic challenges, coupled with rising
educational costs [12] and widening economic disparities, has led
to shifts toward non-linear career pathways [15], which involve a
diversity of experiences and roles in different industries that may
not appear directly connected or sequential. The fields of Human-
Computer Interaction (HCI) and Computer-Supported Cooperative
Work and Social Computing (CSCW) have already begun to accom-
modate such shifts by exploring community-based digital training
initiatives (e.g., [56, 57, 62, 65, 72, 77, 104] that provide alternative
credentialing opportunities.

Despite increasing ways to build professional skills via non-
traditional experiences, most employment platforms are designed
to accommodate linear career pathways and formalized education,
inadvertently excluding people who do not have traditional profes-
sional and educational experiences. Furthermore, prior HCI litera-
ture shows how resource-constrained job seekers often experience
digital barriers to using employment platforms [54, 118] in part
because platforms often assume high levels of digital skills and
self-confidence [28, 31, 80] and access to professional networks
[27, 55]. A central challenge of using these platforms effectively is
being able to accurately capture and present individuals’ strengths,
either formal or non-traditional work experiences, to employers
[68] in order to maximize their potential in an increasingly digi-
talized landscape. However, these platforms do not facilitate the
pre-work of reflecting on what personal strengths to highlight and
translating these strengths to an employment profile. To address
these gaps, our work raises two key research questions:

(1) How do people engaged in a digital skills training program
communicate “informal” work, job training, and education
experiences to potential employers?
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(2) What features might better support them in communicating
“informal” work, job training, and education experiences to
potential employers?

To address these questions, we conducted a design-based workshop,
grounded in participatory methods and reflective design [41, 48].
Participants, all residents of a financially-constrained neighbor-
hood, and many with limited formal work experience, learned how
to provide digital support to members of their communities via a
digital skills training program. During this training program, the
instructional and research team noticed that participants struggled
to recognize their new capabilities as “professional” or transferable.
Our workshop took place approximately seven months after the
conclusion of several community-based digital skills training ses-
sions, with the goal of supporting participants in communicating
their new expertise on hiring platforms.

To scaffold reflection and articulation of one’s expertise, we de-
veloped an activity that involved group discussions guided by a
persona-based workbook. This activity was deployed in a partici-
patory design workshop, where participants shared opportunities
and challenges in articulating their strengths for professional pro-
files. Inspired by cultural probes [41] and following guidance about
persona and scenario-development from prior work [34, 35, 100],
the narrative-based activity synthesized the lived experiences, aspi-
rations, and strengths of those who participated in a digital skills
training program. Specifically, the activity used the workbook to
introduce an imaginary persona, Jordan Davis, whose narrative was
informed by multi-year ethnographic research and data [76, 77]
and bi-weekly input from our community partner. The workshop
invited community participants to reflect on what the imaginary
character should communicate to a potential employer as an im-
petus to re-frame and articulate their own strengths, values, and
characteristics to convey to potential employers. Through this ac-
tivity, we investigated how a persona and corresponding scenarios
sparked group reflection on skill recognition and articulation of
one’s professional identity. Inspired by prior HCI work of low-
fidelity scaffolds [54], we investigated whether this intervention
could support translating these reflections to employment profiles,
such as a LinkedIn-type page or job application.

We found that reflecting on the persona’s experiences via peer
discussion helped to recognize and affirm their own strengths that
they developed through informal work, including caregiving and
community-based labor. Our work reveals how community par-
ticipants struggled to frame these experiences using conventional
job-seeking language; however, the activity created a low-pressure
environment and structure to help surface values and transferable
skills. We extend prior research suggesting reflection [29], with
some self-distancing, as supportive in developing job search materi-
als. This work provides a tangible approach to facilitating reflection,
as well as translation of these reflections, to employment profiles.
Specifically, designing employment technologies to incorporate re-
flection tools, like a narrative-based activity, could be empowering
for populations currently underserved by digital employment tools.
Our work contributes:
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e Empirical insights into how community members, engaged
in a digital skills training program and living in resource-
constrained contexts, articulate their strengths in formal em-
ployment settings, especially in the context of non-traditional
employment or informal job experiences.

o A novel group-based reflection activity that leverages a relat-
able persona and narrative to guide individuals in conveying
their strengths to prospective employers.

e Design implications for employment technologies that chal-
lenge traditional resumés and offer alternate forms of cre-
dentialing and representation of skills and strengths.

2 Related Work

2.1 Shifting Career Landscape and the
Importance of an Online Presence

“Non-traditional” jobs have been the new-normal for several decades,
influenced by factors including globalization and job outsourcing
as well as changes in skill demand [17]. For instance, the percent of
multiple jobholders in the US has steadily increased since 2020 [95],
which relates to the growth of the gig economy over the years [46]
as people find multiple sources of income. While various factors
contribute to these changes, technology has greatly exacerbated
such shifts, including digital platforms like ridesharing and delivery
services and online marketplaces.

Digital platforms are not only accelerating changes in the broader
labor market but are also responsible for the the state of job seeking
and hiring practices as there has been a large emphasis on an online
presence. Social media platforms, for instance, have contributed
to the notion and importance of self-branding as it becomes a
mechanism for evaluating job seekers and workers [42]. Scholars
in HCI have studied personal branding on social media for job
seeking and perceptions of the importance of an online presence
for being competitive in a volatile job market [22, 92, 110]. These
studies have been done with college students or young job seekers
[36, 105, 110], but less is known about the self-presentation practices
or expectations among marginalized communities.

The emphasis of online presence and self-presentation practices
can disproportionately impact marginalized job seekers who may
not have access to resources and opportunities to learn and ap-
ply online self-presentation practices (e.g., returning citizens [96]).
Indeed, in the context of gigwork, a majority of gigworkers pur-
sue this extra work for supplemental income and to cover gaps in
their salaries, which demonstrates the importance of understanding
how resource-constrained job seekers navigate contemporary job
seeking practices that spotlight an online presence. Our work aims
to expand this area of research by understanding how to better
support potential job seekers in recognizing and articulating their
strengths from informal work for job profiles.

2.2 General Barriers among
Resource-Constrained Job Seekers

Despite online employment platforms offering extensive job list-

ings, these platforms often fail to help job seekers in resource-

constrained contexts create strong applications to find employment
[118]. Job seekers with limited access to mentors, insider networks,
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and prior exposure to professional norms often miss unwritten
rules that privileged candidates take for granted [32, 58]. This gap
manifests itself in multiple ways: lower-income job seekers tend
to use fewer job search strategies and digital platforms, leading to
fewer callbacks from hiring managers [31]. Consequently, existing
inequities persist as employers favor candidates who intuitively
display communication styles commonly associated with those of
higher socio-economic backgrounds, often without recognizing
these as classed traits [21]. For instance, prior work uncovered how
a technology company’s evaluators assessed applicants’ “innova-
tion potential” based on a style of articulating ideas and engaging in
dialogue traditionally fostered in upper-middle-class environments
[21]. This illustrates a hidden bias that disadvantages working-class
applicants, who may not have access to the environments where
such interaction styles are cultivated. These challenges underscore
an opportunity for employment technologies and interventions to
move beyond basic job matching and application assistance. What
remains underexplored is an understanding of why articulating
skills is challenging, as well as supportive environments where
resource-constrained job seekers can practice recognizing and ar-
ticulating their strengths on these platforms.

2.3 A Need to Support Skill Recognition and
Self-Efficacy

Despite a growing reliance on online platforms for job searching,
many job seekers face persistent barriers due to digital skills gaps
and a lack of employment tools inclusive of resource-constrained
contexts. Being able to describe one’s strengths is a key part of
writing job applications and finding employment. Yet, individuals
find it challenging to describe their personal achievements due
to discomfort or uncertainty regarding social norms, perceptions
of self-promotional behavior, or a lack of objective perspective
on their skills [51, 102]. Further, research shows that resource-
constrained job seekers often lack confidence in performing digital
tasks, such as crafting online resumés, navigating application por-
tals, and leveraging social media for networking, compared to their
higher-income counterparts [31]. Mainstream platforms are also
ineffective in offering personalized feedback, career coaching, or
effective pathways to skill development, which are crucial for sup-
porting resource-constrained individuals [31, 33]. In addition, when
resource-constrained job seekers use social media for employment,
hiring biases and employer-driven surveillance practices can further
marginalize these groups by favoring applicants with professional
networks [80]. To address these gaps, interventions such as SkillsI-
dentifier and DreamGigs have been developed to assist job seekers
in articulating their skills and identifying clear career paths [30, 32].
However, these tools are limited in scale and accessibility.

Within the field of psychology, theoretical frameworks such
as self-efficacy theory emphasize the importance of an individ-
ual’s beliefs in their capacity to perform the behaviors necessary
for achieving specific performance outcomes [9, 10]. Higher self-
efficacy levels correlate with increased confidence and capabilities
[9, 10], which becomes increasingly salient in employment contexts
[64, 71, 78]. In the context of the job search process, studies have
found that enhanced self-efficacy can increase job search behaviors
and subsequent offers [79, 85]. Self-efficacy can be compromised
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when explicitly discussing one’s personal skills and strengths, a
phenomenon linked to cultural norms around humility and mod-
esty [81]. Prior work in this field also highlights how marginalized
groups often underestimate their competencies due to internalized
biases, discrimination, or negative feedback loops from broader
societal structures [107, 108, 116].

Although prior work acknowledges that job seekers often strug-
gle to identify and communicate their own skills, prior research has
focused either on describing these difficulties (e.g. lack of digital ac-
cess, limited resources) or on building one-off tools. Psychological
research has demonstrated how self-efficacy, cultural norms, and
internalized biases influence people’s willingness to articulate their
strengths; however, this work has rarely been connected to inter-
ventions for resource-constrained job seekers, leaving a critical gap.
As a field, we lack interventions that address why articulation is
difficult and how to create supportive environments for job seekers
to practice recognizing and articulating skills [113]. Our work seeks
to fill this gap.

2.4 Interventions that Support Reflection and
Communication on Personal Strengths

Psychological research emphasizes the importance of self-reflection
and the various mechanisms that facilitate it. Self-reflection is the
ability to introspectively examine one’s abilities and experiences,
and this is imperative for personal development and effective self-
presentation [9, 10]. Building on these psychological insights, HCI
researchers have designed targeted interventions that help indi-
viduals overcome these barriers through structured reflection and
communication activities. Cultural probes, for example, prompt
open-ended reflection on everyday experiences [41]. Personas sum-
marize user characteristics into archetypes that designers can dis-
cuss, critique, and adapt [2]. Co-created personas go further by
involving participants as active partners in the development of
these representations, allowing for more inclusive and empathetic
design [89]. Vignettes, in turn, provide scenario-based probes for
isolating key factors in a controlled yet realistic context, allowing
participants to respond in ways that illuminate the dynamics of
social or technological interactions [1, 5]. Such methods enable
researchers to create spaces where participants’ voices directly
inform design outcomes and raise an open question of whether
and how reflective formats might support community members in
articulating and communicating their own strengths.

Recent participatory design approaches have further extended
these ideas. For instance, speculative design workbooks grounded
in Afrofuturism, have addressed gaps in traditional participatory
methods by enabling communities to articulate and visualize their
skills and futures in culturally affirming ways [13, 48, 50]. These
more recent approaches address limitations of traditional participa-
tory design, such as paying insufficient attention to power dynamics
and representational bias, as outlined in [49, 61], and create space
for marginalized voices to imagine alternative futures. How might
we adapt such approaches for employment contexts?

These questions, alongside this body of work, motivate our study
and approach, which we discuss in the Methodology. We built on
this approach to not only elicit insights from resource-constrained
job seekers but also to explore whether these insights could be used
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to articulate challenges and build confidence in communicating pro-
fessional strengths to employers. While prior work demonstrates
the value of speculative and participatory methods, our study aims
to contribute both a process and an exploration of why it may be ef-
fective for job seekers to recognize strengths in themselves through
others.

3 Study Approach

3.1 Prior Work: Digital Skills Training and
Interviews

We conducted our study through a collaboration with a nonprofit
organization that primarily serves residents living in a public hous-
ing! community on Detroit’s east side. Detroit faces significant
socioeconomic challenges that directly impact employment oppor-
tunities for residents. The city has a poverty rate of 33.8% in 2022 [8],
and the lack of technology access makes employment challenges
harder. Approximately 43% of Detroit residents are without high-
speed internet access [39], despite the city’s efforts to distribute
computer devices through digital equity initiatives, especially in
areas like public housing [84]. Residents face barriers like limited
access to devices, unreliable internet, and few opportunities to learn
or practice digital skills, like the online professional communication
skills essential for today’s employment environment [98].

Effectively demonstrating one’s capabilities, strengths and skills
to employers and clients through digital job platforms is crucial in
today’s labor market. However, simply providing access to devices
or offering digital skills learning programs is insufficient. Com-
munity members are also seeking opportunities to to effectively
present themselves online. To fulfill this interest, we partnered
with a nonprofit organization who led a community-based digital
skills program using a train-the-trainer model, where experienced
instructors coach less experienced peers to strengthen their digital
capacity across the community. This informal training opportunity
offered dual benefits. It supported participants by 1) learning new
digital skills and 2) providing them with an opportunity to offer
digital support services to other community members [76, 77]. To
further enhance the effectiveness of this digital capacity-building
effort, our research sought to explore how trainees might share the
benefits of the program to potential employers. See Fig. 1 outlining
the order of data collection activities and how they informed each
other.

3.1.1 Semi-structured interview data. Building on our prior re-
search evaluating this training program [76, 77], we revisited a
set of interview transcripts collected with trainees who had com-
pleted the digital skills training sessions held between 2021 and
2024. This review allowed us to further explore how community
members communicated the expertise they gained from the digital
skills training program. Although not all workshop participants
had been interviewed, the interview data came from community
members in the same public housing community from which the
workshop participants were recruited. As a result, some individu-
als participated in both the workshop and the interviews. These

!Public housing represents a federal housing assistance program that aims to offer
affordable and safe rental accommodations to qualifying low-income families, elderly
individuals, and persons with disabilities.
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interviews were conducted shortly after the digital skills training
sessions via Zoom and with participant consent. They ranged from
52 to 92 minutes and captured participants’ backgrounds, their
learning and training experiences, prior computer experience, how
they interacted with their peers and instructors, and the perceived
challenges they faced. This interview phase of the research was
classified as exempt by the Institutional Review Board (IRB) under
the category of benign behavioral research with consenting adults.

3.2 Persona-based Activity

The concept of a “persona” is widely used in user experience re-
search and design and is defined as “an archetypal character that
represents a group of users who share common goals, attitudes,
and behaviors when interacting with a product” [97]. Scenarios can
accompany personas to further illustrate specific tasks or situations
[100], helping people consider and explore different opportunities
(or constraints) in varied circumstances. While the majority of
persona and scenario use has been applied to settings such as de-
sign, healthcare, and marketing [91, 100] to understand user needs,
personas and scenarios that reflect participant demographics and
experiences have more recently been used in participatory design
activities to encourage discussion and engagement [14, 52].

At the same time, personas are not without limitations and must
be used thoughtfully. We acknowledge that the development and
use of personas is controversial as personas can reinforce harmful
stereotypes and fail to consider user-centered needs and perspec-
tives [23, 24, 82, 112]. Scholars (e.g., [83, 112]) recommend multiple
methods to counter stereotyping effects, including the consideration
of multiple and intersecting identities, designing the material based
on data from real end-users, and involving relevant stakeholders in
the preparation of personas to reveal hidden assumptions.

3.2.1 Persona and Scenario Development. Our decision to use a
persona and corresponding scenarios as a cultural probe was in-
formed by 1) prior literature highlighting the value of personas
in helping vulnerable groups feel more comfortable sharing and
reflecting on personal experiences in participatory design activities
[34, 35, 53] and 2) suggestions from the community partner to make
the activity more approachable. We referred to prior HCI research
that has used personas [34, 35] and scenarios [27] to help people
discuss someone or something else, rather than themselves. Similar
to prior work leveraging personas to elicit personal reflection in
design workshops [53, 89], a profile of Jordan Davis (See Appen-
dix B page 4) was created to represent a relatable character who
also attended the same digital skills training program and who has
similar demographics and background to those who would par-
ticipate in the workshop. Illustrated profiles have been shown to
foster approachability and engagement in participatory workshops
[53], while describing both strengths and challenges provides more
accurate representations of lived experiences [109]. We believed
that presenting Jordan as a fellow program member would allow
participants to not only feel connected to Jordan as a peer but also
be more inclined to provide feedback and support, similar to how
they would naturally engage with one another. Using a persona in
this way leveraged psychological distancing [73, 74], which helps
participants take a broader perspective on situations that might feel
emotionally personal. As people are often hesitant to reflect on and
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Figure 1: Order of data collection and how they informed each other.

highlight their personal strengths and challenges, especially for
public employment profiles [19, 30], we hypothesized that seeing a
similar person with relatable experiences would both model and
encourage this behavior. Our hope was that participants would
resonate with the persona as someone who they could relate to in
creating their own job profiles.

The persona included three components:

(1) An illustrated profile and description,

(2) A scenario describing strengths and skills gained through
digital skills training, and

(3) A scenario describing challenges they overcame to com-
plete training.

To achieve our research goals while mitigating risks associated
with personas, we developed Jordan’s persona (See Appendix B
page 4) by following ethical considerations outlined in related work
[82, 83, 93, 100, 109]. This involved 1) referring to extensive ethno-
graphic data [28, 76, 77] and 2) consulting with leaders of the com-
munity organization over three months. Basing the persona on
accurate information with regular community input helps avoid the
development of personas based on biases and assumptions. We re-
viewed interview transcripts, observation notes, and data analyses,
which included extensive information on participant background
that was used to inform the profile development (component 1), as
well as participant strengths and how they overcame challenges,

which informed the two scenarios (components 2 and 3). We mit-
igated privacy concerns by communicating salient patterns from
prior work rather than reproducing specific experiences (e.g., car-
ing for a younger sibling instead of referencing the actual family
member mentioned in the data). Synthesizing and transforming
participants’ experiences into personas and scenarios has been used
in prior work to reflect the intended user (e.g., [112]). We then iter-
ated on the persona by presenting drafts to our community partner
in bi-weekly meetings over the course of three months. While this
approach is time-intensive, it follows ethical guidelines outlined in
other research and offers a clear, repeatable approach for creating
community-grounded personas that mitigate bias.

3.22  Workshop and Workbook Structure. Inspired by past HCI
research that employed community-based participatory research
approaches [34, 48], we implemented the persona-based activity in
a participatory design workshop where participants have the op-
portunity to engage with each other as a group, sharing reflections
on how they related to Jordan as well as ideas and concerns for
themselves. Jordan’s narrative was used as the guiding story in the
participatory design workshop packet, which we call the persona-
based workbook, that guided participants through the development
of an online employment profile (See Appendix B for full workbook
details). The persona-based workbook consisted of two main parts:
(Part 1) Reviewing two scenarios to create an online employment
profile for Jordan and (Part 2) Creating a job profile for themselves.
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Scenario 1 - CTW Skills and Experiences

Jordan always wanted a job working with computers. However, Jordan did not have
work experience using computers and wanted to learn how to use them. Jordan found
the Community Tech Worker (CTW) program, a 3-month program where people learn
basic computer skills. Jordan did the training and learned to use different software like
Microsoft Word, PowerPoint, Excel, Zoom, and Google applications.

Figure 2: An excerpt from the first scenario describing how the character, Jordan, started the digital skills training program.
These scenarios illustrated a longer narrative of how Jordan learned skills and overcame challenges to build their professional

background.

We hoped that participants would connect their experiences to
Jordan’s hypothetical scenarios by considering their own skills,
abilities, and experiences to leverage future employment opportu-
nities. This subsection describes the workbook in more detail, and
we include the full workbook contents in Appendix B.

Part 1: Persona and Scenarios The goal of the activity was
for participants to consider the potential skills and experiences
they gained from their community-based digital skills training by
discussing an imaginary trainee. In Part 1, we introduced Jordan,
described as a 45-year-old resident with a high school diploma who
previously worked as a backroom stock clerk at their local grocery
store and was a caretaker for their younger sibling. Participants
were instructed to assume any gender pronoun for Jordan with the
assumption that they might better envision themselves with them,
regardless of their own gender identities (See Figure 2).

The workbook begins with two hypothetical scenarios about
Jordan. The first scenario describes Jordan’s desire to work with
computers, but their lack of appropriate work experience. The sce-
nario describes how Jordan found and attended a local computer
training program that provided training in software like Microsoft
Word, PowerPoint, Excel, Zoom, and Google applications. After
completing the training, Jordan could serve their community by
organizing community events to teach others community skills,
creating easy-to-read instructions to help community members
with visual impairments, and assisting neighbors with everyday
tech challenges, like forgotten login IDs and passwords. After read-
ing about Jordan, each participant then broke into groups of three
to answer a set of questions in the workbook, such as “What are
Jordan’s strengths?” and “How do you relate to Jordan’s experiences?
Please give an example.” We asked the groups to identify possible
job titles that Jordan could apply to given his strengths and skills.
Following the group discussion, we asked participants to write out

Jordan’s qualifications in a professional online profile template in
their workbooks.

In the second scenario, participants read about Jordan’s per-
sonal challenges as a trainee in the digital skills training program.
Such challenges were derived from those that community members
shared in prior work. Participants read about Jordan experiencing
challenges at home, including unstable internet connections and
water damage to some of their furniture and belongings. These chal-
lenges led Jordan to miss classes and require additional time to care
for their younger sibling. The scenario described how Jordan had
difficulty keeping up in class and how they communicated with the
training instructor on how they might catch up on missed classes.
Jordan also communicated with other trainees who were able to
help with missed assignments. With Jordan’s initiative and peer
support, Jordan completed the training successfully and earned
a certificate. After reading this scenario, participants answered a
series of follow-up questions individually and then as a group. Ques-
tions included describing the strengths that helped Jordan overcome
unexpected challenges, how the strengths could be used in a work
environment, and whether it was helpful for Jordan to share their
challenges with their instructor. Based on this discussion, partici-
pants updated and completed Jordan’s professional profile. They
were guided to wrap up Part 1 by writing about how they would
introduce and recommend Jordan to a potential employer.

Part 2: Creating Employment Profiles In the second part of
the workshop, participants chose one of three hypothetical jobs to
apply to, given the digital skills gained from participation in the
digital skills training program. They then designed their own profes-
sional profile. Before creating their own profile, they discussed their
thoughts as a group. They discussed what was challenging about
creating Jordan’s employment profile, what was easy, and how they
might communicate their experiences and strengths in their own
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Figure 3: Sample pages from the activity workbooks completed during the session. Image 1 shows a sample Scenario of Jordan
overcoming personal challenges (the full text is difficult to read at this scale; See Appendix B, page 8 for the complete scenario).
Image 2 on the right shows where participants could list Jordan’s strengths to complete Jordan’s profile and Image 3 exemplifies
the subsequent application and design activity to scaffold creating their own profiles.

employment profile. Then the design activity asked participants to
create their own paper-based online profile by considering licenses
and certificates gained from on-site/remote training programs and
skills and strengths they acquired through personal life challenges,
as well as informal work experiences, work, and volunteer experi-
ences in the community. Reflection questions in their workbooks
about these experiences guided their design activity.

3.3 Data Collection and Analysis

With the support of our community partner, we held the workshop
at the local community center. Two authors of this paper facili-
tated; two other authors, and one research assistant, observed the
workshop sessions and took notes. The total workshop duration
was three hours, including lunch and a 10-minute break. In ad-
dition to providing food, we provided community partners with
$50 per attendee to pay them for their time. The IRB approved our
participatory design workshop and persona-based workbook activ-
ities under the exemption category for limited benign behavioral
interventions. Such interventions are brief in duration, harmless,
painless, not physically invasive, offensive, or embarrassing, and un-
likely to pose a significant lasting adverse impact on subjects. Data
collection methods are limited to verbal (oral) or written subject
responses, and audiovisual recording is permissible.

3.3.1 Participant Recruitment. We recruited participants in the
public housing community with our community partner. Recruit-
ment and compensation were funded through a research grant.
Community partners shared the recruitment flier via newsletter
emails, text messages, and word-of-mouth, seeking community
members who were: 1) current or former participants of the pro-
gram designed to teach community members basic computer skills
so that they would become community technical stewards; 2) inter-
ested in providing input on a possible certification of the program
in the future.; and 3) able to attend a paid workshop session. The
flier included a description of expectations and responsibilities of
community participants during the workshop, such as sharing their
experiences, insights, and expertise about their training program
and simply learning and having fun. In addition to learning how to
convey their strengths and skills through the training program on
a resume or online, this workshop could also help meet community
service requirements.

The recruitment flier contained a quick response (QR) code,
linked to a survey to sign up for the workshop. The goal of the sur-
vey was to obtain participant consent and help determine the date
and time of the session. The click-through consent form described
the workshop, including the risks and benefits, the compensation
amount for their time, who would have access to their research
records, how researchers would protect their information, and how
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the information collected would be shared. The consent form also
included instructions on how to end the session. The survey link
asked participants to indicate which days and times they were
available, based on the day specified by our community partner. We
held the workshop at a time that was convenient for most partici-
pants. The research team also asked whether community members
could complete the session virtually if needed; however, all partici-
pants were able to attend in person. Additionally, the recruitment
fliers/texts contained a participant background information survey,
asking, upon consent, employment status, their current or most
recent job or volunteer experience, job search platforms they have
used, whether they have applied to jobs using the platform, and de-
mographic information (including their birth year, gender identity,
race and ethnicity, the highest level of education completed). The
last four digits of their phone number were also collected, which
were used as their participant ID in the workshop session.

3.3.2  Participant Demographics and Background. While ten people
completed the recruitment survey, only nine attended the participa-
tory design session. Based on survey responses, eight of ten survey
respondents were women. The average age of the survey respon-
dents was 52.2 (Min=22, Max=72). Seven of the survey respondents
reported their race/ethnicity as Black or African American, while
one respondent reported White. At least half of the respondents
reported having some college degree, and two held a Bachelor’s
degree. In terms of employment, four were unemployed and look-
ing for work, while three reported being employed full-time. Those
who reported being unemployed held previous positions in retail
and health. Those who were employed reported working full-time
with Americorp, as volunteer coordinators with the non-profit part-
ner, and as a digital support provider. Many of these participants
were aiming for jobs in customer service and tech support. The
remaining respondents were volunteers (n=1) or retired (n=1). Of
those responding to the question, the most used social media site
was Indeed (n=5) and social media broadly (n=4). Very few used
LinkedIn (n=2) or Fiverr (n=1).

3.3.3  Workshop Data Collection. Throughout the participatory de-
sign workshop, data were collected from multiple sources. First,
participant background information was collected through recruit-
ment surveys from ten participants (as described in 4.1.3 Participant
Recruitment). Second, participants’ completed workbooks were col-
lected, which included written responses to prompts/questions and
profiles they designed. Third, audio recordings and transcripts of
worship group discussions. The research team had four recorders,
one for each group and one to collect the facilitators’ voices. All
recorders were transcribed via Otter.Al a speech-to-text transcrip-
tion application using artificial intelligence and machine learning.
All four recorders were used in the same room with overlapping
audio, so a professional transcriber was hired to create a single,
comprehensive transcription for the workshop. Researchers who
facilitated and observed filled the remaining gaps by amending the
professional transcript to generate a full transcript. Lastly, partici-
pants’ workshop feedback was collected at the end of the workshop
from eight participants (one participant left the session about an
hour early without returning their workbook, due to an emergency).
Participants completed a workshop feedback survey on what they
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enjoyed about the session, what they learned, and what they would
like to see in the future.

3.3.4 Data Analysis. Data analysis incorporated materials from
both the workshop and prior research [76, 77]. Workshop data
included observation notes, audio transcripts, written responses
to the workbook, and demographic survey responses. The prior
research data consisted of 13 interviews with participants in the
digital skills training. The interview data allowed us to triangulate
and deepen several emergent themes from our activity in this paper.
Some interview quotes closely aligned with workshop findings,
helping to strengthen and expand on key themes. The interview
data also allowed us to contrast participants’ verbal fluency with
their struggles to articulate skills in writing, the format most valued
in the early stages of the job-hunting process.

We analyzed all data through iterative deductive and inductive
rounds of coding [99]. In the deductive phase, we developed codes
informed by each section of the workshop (e.g., "Relating to Jor-
dan’s experiences,’ "Communicating challenges with employers,’
and "Creating one’s own profile"). We then followed inductive cod-
ing to identify sub-codes to help us understand people’s reactions
to each section of the activity. For instance, from the section on
"Relating to Jordan’s Experiences," we identified sub-codes such
as "Starting off training with less experience," "Troubleshooting
technical issues,’ and "Exhibiting community knowledge." After
developing an initial codebook by reviewing a portion of the data
together, two of the three coders then coded portions of the work-
shop data and met weekly to calibrate, then independently coded
the remaining materials. They then re-analyzed interview data from
prior research (Section 3.1, [76, 77]) using relevant codes from the
codebook developed from the workshop, such as skills learned, per-
sonal strengths, and overcoming challenges. The same two coders
coded an initial subset of the interview transcripts together, and
once they reached agreement, they independently coded the re-
maining interviews while continuing to calibrate weekly.

4 Findings
4.1 Articulating Strengths and Skills Revealed
Through the Persona-based Activity

In response to our first research question, How do people engaged in
a digital skills training program communicate “informal” work, job
training, and education experiences to potential employers?, we found
that participants struggled to articulate their skills and experiences.
While participants reported difficulties translating informal experi-
ences into professional language, they discovered their strengths
through storytelling and reflecting on the teamwork experiences
they gained through the digital training sessions.

4.1.1 Reframing Challenges as Strengths. First, a tension emerged
among participants regarding uncertainty about the pros and cons
of disclosing various personal challenges to employers (see Appen-
dix C for details). For instance, when asked to list out the pros and
cons in the workbook, P8 described that an “employer may feel
positive about challenges that you were able to overcome. Could
see you as a valuable employee,” but at the same time run the risk of
“sharing too much information.” Here, P8 is contemplating the risks
of disclosing personal information. On one hand, the challenges
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they experienced could be seen as a strength. On the other hand,
sharing too much detail about those challenges might backfire or be
seen as making "excuses" (P5, workbook) as employers could view
them as personal struggles that could affect their work negatively.

While participants filled out the above exercise on paper, side
conversations emerged as individuals began voicing uncertainty
as to how to approach these conversations about personal chal-
lenges. Through these exchanges, no clear conclusion was reached.
Some championed their overcoming of personal challenges as evi-
dence of resilience. P3, a member of the community, highlighted
how these struggles are essential for employers to appreciate their
perseverance:

You're proving to the employer... that even though
[you have] challenges...you’re willing to hang in there. ..
push through that. That might make the employer say
okay. (P3, workshop discussion)

P9 expressed a similar sentiment in an interview, narrating his
story of defying societal expectations placed upon him from child-
hood due to disabilities and stigmas surrounding his upbringing:

It makes you stronger...with my handicap and other
deterrences [ibid] that I had. I was branded at a young
age as somebody who was not going to make it... Who
determines you’re not going to be able to do this? (P9,
interview)

P3 and P9 capture a common aspiration for job-seekers—that
an employer would view enduring adversity as an indicator of
commitment and reliability. Participants viewed their adversity
as a powerful demonstration of strength, yet they grapple with
the fear that employers might misconstrue such experiences nega-
tively. In the workshop, optimistic views were quickly countered
by concerns:

For your future employer to know what you’ve been
through...I don’t think they’d really care... They can
also use it against you. You don’t want them to think
you’re crying about things, or you’ll be an employee
with problems. (workshop discussion between P1, P3,
and P5)

This tension highlights a critical uncertainty for resource-constrained

job seekers. Some participants imagined a professional landscape
where disclosing personal challenges allowed for connections to
flourish and demonstrate resilience, while others were more pes-
simistic. The question then arises: How might employers enable
resource-constrained job seekers to feel empowered when disclos-
ing personal challenges? For example, participants mentioned that
their comfort levels with sharing personal challenges varied depend-
ing on the context, alongside the nature and perceived empathy of
their employer. During the workshop, P7 explained:

I just said it depends on your comfortability. If you’re
comfortable with sharing your personal challenges to
the employer, I think you should because they may
have went through the same...or can show you how
to resolve or share their personal experiences with
that same thing. But I also said, if it’s not asked, it
shouldn’t be elaborated on. (P7, workshop discussion)
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Participants valued speaking with employers with a similar back-
ground because they felt that these people better understood their
personal challenges. (P1 and P5, workbook; P7, workshop discus-
sion) This highlights the importance of helping employers develop
empathy for and recognize talent within the community. One par-
ticipant discussed how they perceive others in their community
not as “people in need” but rather as equals with unique strengths.
P9 expressed:

Idon’t look at them as someone in need because that’s
my—that’s what I grew up in. We have similar issues.
We have similar problems. We have similar upbring-
ings. We have similar social stigmas. That happens
when you’re brought up in a certain area...you just
know the people. (P9, interview)

The attributes that participants admire in employers, such as
empathy, openness, and recognition of resilience, are qualities that
participants also embody when navigating their own challenges.

4.1.2  Articulating on Paper versus Verbally. The digital training
program equipped participants with the technical skills required
to enter the professional landscape; however, participants already
possessed the interpersonal and resilience-oriented skills that em-
ployers value. Nonetheless, a critical gap remains. While partici-
pants can easily identify and appreciate these traits in others, they
often struggle to communicate their own strengths when speaking
to employers:

P4: I undersold myself. Undersold. I know I can do the
job, that’s not an issue. The issue is putting it down,
you know, so I know once I get in that position, I can
do it, but it’s just putting it down there.

Facilitator: What makes putting it down on paper so
difficult?

P6: I don’t know.
P9: Sometimes you don’t know how(to] word it.

Pé6: You know what you want to say. Now, but if you
give me a list, right, of things right next to me, I can
do it. But, if you just say, Tneed you to jot down this,
it’s going to take me a while to do.

These exchanges highlight the importance of group dialogue, as
interactions among participants allowed them to externalize their
internal thoughts, explore the benefits and fall-backs of sharing
personal challenges, and begin bridging the gap between their self-
perception and the value they bring to their profession.

Articulating skills in written form was particularly challenging
when considering the expectations of formal job applications. As
described by P2,

Choosing the right terminology to describe it... if I
just say what I do, it seems simple... That’s a skill set.
They might not consider it a skill set, but it is. (P2,
focus group)
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Participants were confident in their ability to do the work, but
many lacked the vocabulary or templates to express their expe-
riences in ways that met formal job application expectations. Ex-
pressing skill sets within multiple job application frameworks, such
as resumés, interviews, and online job profiles, emerged as another
pain point. Several participants admitted that they were more com-
fortable doing a job than writing or speaking about it in structured
settings.

Several participants described themselves as hands-on learners
rather than writers, which they perceived as making it more difficult
for them to describe their work in formal terms. As P6 described,

I’'m an action person. All this writing and thinking and
all that, that’s not my skills. (P6, workshop discussion)

Although participants described challenges articulating their
skills on paper, when asked to describe their experiences verbally,
they had a much easier time doing so. Participants shared detailed
narratives about their expertise providing technical support to fam-
ily and friends as they learned through the digital skills training
program. For instance, P4 recalled supporting her aunt, who is in
her seventies, on how to use YouTube. She demonstrated patience,
technical instruction, empathy, and strong communication skills.
Her story shows technical competence, emotional intelligence, and
intergenerational awareness, which would translate well into pro-
fessional roles.

I was just sitting here on my phone talking to her and
telling her what to do and she got frustrated....She
says, ‘Are you upset with me because I'm crying?’ I
said, no, I said T'm good, Auntie.’ I say, ‘Wipe your
face because I need you to calm down because you
can’t see the screen if your eyes are wet” And she
started laughing, and we started over, and I was able
to get her through that, and she got on YouTube...Not
knowing I realized something about myself, I had the
patience to do that...the same experience that I had
of learning something new, getting frustrated, and
not no one being patient enough to realize because of
the dimness of their eyes or the cripplingness of their
fingers, or...the hearing, or the mobility for them to do
that. You have to be patient and understand that you
may have to come back and re-teach what you taught
to them early in the week or last week and have the
patience enough to do that, and through doing that,
that convinced me that, okay, I can do this [digital
skills training program]. (P4, interview)

Participants were also able to verbally describe professional qual-
ities like multitasking, adaptability, and teamwork, learned through
other informal jobs and hobbies. For instance, P1 described applying
the multitasking skills he learned from building cars to managing
different tabs in an Internet browser:

I don’t think I would been able to multitask the way
I do and keep up with all of these projects...I can do
like on a car. I can do the body. I could do the motor. I
could do the chassis part. I'll have all 3 pieces, and I'll
be working on 3 different things at the same time....I
understand that if you click another tab, [you can] do
different things. (P9, interview)
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Others described the value of learning how to work in a team,
especially when working with digital technologies:

Some things one of us knew, and the other one didn’t,
and another one explained it. (P6, interview)

Participants’ verbal reflections highlight their strengths, ranging
from interpersonal communication to solving problems together.
At the same time, they described not having the formal vocabulary,
confidence in writing, or feedback to represent their strengths on
paper. Such gaps suggest the need for tools that scaffold reflection,
storytelling, and verbal to written translation across informal and
formal work experiences.

4.2 Reflecting on Strengths through
Persona-based Activities

To address our second research question, What features might better
support them in communicating “informal” work, job training, and
education experiences to potential employers?, we reflected on
how our persona-based activity supported community participants
in highlighting their own strengths to create their employment
profiles. We find that this activity allowed community participants
to 1) see themselves in Jordan, the fictional character, and relate to
Jordan’s lived experiences. We also noted that there was 2) value
in group discussion.

4.2.1 Relating to Jordan’s lived experiences. Participants described
finding it easier to reflect when using Jordan as a fictional proxy.
They found Jordan relatable, as demonstrated by the workshop
written responses when connecting Jordan’s experiences to their
own (Figure 4 and Appendix C). P5 described in the workbook, "It
was like creating a profile for me because I have done most of the
things he went through." P7 further explained:

I related because most of the things that he was doing
I've done myself... helping the seniors with remem-
bering login IDs or how to get on Zoom or Excel or
PowerPoint...I can relate because when doing his pro-
file, I just thought about myself...I had a lot of his
challenges...I really just looked at myself and seen a
lot of things that he was good at that I was good at
as well, that he went through that I ended up going
through as well. So, it was...pretty easy for me to build
his profile because he had a lot of the qualities that I
think I have as well. (P7, workshop discussion)

P7 explained how the persona served as both a mirror and pro-
jection. The persona allowed P7 to internalize their own strengths
while externalizing them by building Jordan’s profile, which shared
similar qualities. The persona also served as a way to connect to
community participants’ lived experiences and helped participants
recognize Jordan’s experiences as their own. Per P6’s workbook,
she explained how this activity helped build confidence in describ-
ing work-related qualities and served as a way for her to validate
informal skills.

I can relate [to Jordan] because when I was working
and didn’t have reliable transportation or a phone to
call in and let them know what was going on. But, I
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Participant About Jordan

About You

P1

P2

P3

P4

P5

P6

pP7

P8

P9

Jordan is a knowledgeable, well-informed individual. He
is skilled in IT and community health work. Has excep-
tional people skills, is good at developing a rapport with
anybody. He is a persistent, hard worker.

He is a dependable, reliable team player and leader. He
has computer skill in Microsoft Word, PowerPoint, Excel,
Zoom, and Google Applications. Jordan is an organizer
and willing to help everyone.

He has great leadership skills. Willing to go the extra mile
for someone who needs help.

He is a hard-working person. Dependable, open to new
ideas. Willing to take the time to get it right.

Jordan is a magnificent Community Tech Worker. He is
very knowledgeable of computer basics, able to adapt to
any work environment. His patience and computer skills
would help others greatly in instructing them.

Jordan is able to adapt to work environments. When there
is a challenge, he’s not afraid of it—he’s persistent and
patient and will get the job done no matter the obstacle.
He can keep a positive attitude when completing his work.

Jordan is a very knowledgeable, strong and motivated
young man who loves his community. He loves to teach
and learn technology. Jordan would be an excellent addi-
tion to any work environment if given the opportunity.

Jordan is a person who has a strong work ethic, is always
willing to lend a helping hand, has great communication
skills, and is fluent in Excel, Microsoft applications, and
remote access. Jordan is also a dedicated and dependable
potential employee.

Knowledgeable. Dependable. Caring. Able to overcome
obstacles.

I am a hard-working multitasker who likes to be busy. I
am a people person. I work well with seniors and children.
1 am staff support for any department.

Dependable. Excellent communication skills. Proficient in
operating a standard desktop and Windows-based com-
puter system like Microsoft Office. Able to multi-task:
ability to function calmly and efficiently in a fast-paced
environment.

I am able to think on my feet. Work well with others.
Great communicator, and skilled at taking and giving
direction.

[P5] is a phenomenal candidate for this position. He is
very patient, has wonderful communication skills, and is
knowledgeable about all things tech-related and persis-
tent in what’s best for the company.

Hi my name is [P6] and I have a lot of experience working
different jobs. I like to believe I'm a fast learner. I'm more
of a hands-on person and I work well with people. I can
multitask and I work well under stress and in fast-paced
environments.

I am a very dependable, hardworking person who loves
the customer service industry. I work well with others,
and I am always willing to learn more and pitch in when
needed. Knowledgeable with all Windows operating sys-
tems.

Figure 4: VI"articipant reflections: About ]6rdan‘aﬁd About Themselves
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was still able to accomplish what I needed to help my-
self or fix the situation and show that I am determined
to work. (P6, workbook)

In addition, P1 related to Jordan’s lived experiences and identified
Jordan’s ability to manage family responsibilities as a meaningful
skill. Participants recognized that navigating family dynamics and
caregiving shows professional capability. Acknowledging and ar-
ticulating such life skills emerged as a strength to highlight during
the session.

4.2.2  Value of workshop. We conclude our findings by reflecting
on the value of the workshop. To do so, we draw from community
participants’ written reflections on the session and our own ob-
servations as facilitators. Overall, the workshop provided a space
for job seekers to identify their challenges in articulating their
strengths, as well as a supportive environment for learning among
peers and recognizing each other’s strengths.

Written comments revealed what participants learned, loved,
and hoped for in the future. Participants shared that they learned

from others in general and received information from the class as
a whole, noting that the activity was easier "with the help of the
group" (P6, interview). They specifically noted that learning how
to identify strengths in others is a technique for identifying their
own strengths.

Iloved everyone’s input in the discussions, connecting
with one another and learning how to view things
differently. (P8, workbook)

Their written comments demonstrate that Jordan’s profile, which
they loved, helped teach them how to effectively write about their
skills and enhance their online profiles.

Participants’ written comments reflected our observations in the
workshop discussion and interviews as well. We noticed how par-
ticipants struggled initially to articulate their strengths in writing,
yet spoke with greater ease and confidence during group discus-
sions. Again, this is why we returned to our past interviews. The
workshop, in turn, served as an informal learning environment
where participants began to see themselves in each other. As a
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result, they saw themselves as having patience, strong communica-
tion skills, working well under pressure, being dependable, having
the ability to multitask, working well with others, and more. They
saw themselves as having knowledge of computers, troubleshoot-
ing, and teaching information. Several participants referred to the
workshop itself as a class and the facilitators as instructors, which
shows that they perceived the activity as educational. Their written
comments and our observations suggest that the structured, collab-
orative activity, with the persona-based workbook, can support job
seekers in skill articulation while also fostering learning and con-
nections with their peers. In summary, we found that the workshop
facilitated a space for participants to reflect on their challenges and
consider strategies to overcome them.

5 Discussion

The nature of employment is increasingly shifting away from tradi-
tional full-time jobs toward more fragmented work, where individ-
uals engage in multiple part-time and informal jobs. This transfor-
mation, which some call the “new collar” workforce [4], is driven by
technological advancements, including the rise of the gig economy
and changing societal values that prioritize flexibility and auton-
omy. Research in communications, media studies, and sociology
points toward the increasing need to be self-branding [43, 70, 119]
and entrepreneurial [90]. However, prior literature on employment,
as well as current employment tools like LinkedIn, tends to cater
to the white-collar workforce [31], often framing work in terms
of traditional 9-to-5 jobs with clear start and end dates. The need
for more inclusive ways of describing job experiences on digital
platforms is increasingly necessary, where the type and ways of
working, especially in technology [65, 67, 104], continue to expand.
This study introduces an intervention to support the articulation of
professional skills and strengths among resource-constrained indi-
viduals engaging in more flexible and fragmented ways of working,
which employment platforms often fail to serve.

We build on prior HCI work on employment technologies and
literature from psychology and workforce development to advance
our current understanding of job preparation practices in resource-
constrained contexts, where non-traditional and informal work are
more common. We found that among financially constrained com-
munity members who attended digital skills training, the primary
challenges of articulating employment skills involved reframing per-
sonal challenges as strengths and communicating these strengths
“on paper.” Despite acknowledging these difficulties, participants
found the act of storytelling itself to be a more welcoming way of
expressing their expertise (RQ1). Through a persona-based work-
shop activity, we found that engaging with a relatable persona in
group discussion helped facilitate reflection and communicating
personal strengths for job-seeking purposes (RQ2). Together, these
findings highlight how resource-constrained individuals may be
aware of their unique skillset, but are unsure how to best share
them in professional profiles in a way that resonates with potential
employers.

In the remaining subsections, we discuss our contributions in
more detail: 1) a persona-based activity that encourages reflection
on professional strengths, particularly for resource-constrained
populations, 2) insight on how such interventions inform broader
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conversations on facilitating reflection in HCI, psychology, and
workforce development, and 3) practical design implications for
integrating lessons from this approach into future technologies.

5.1 Persona-based Activities as a Proxy for
Reflecting on Strengths

HCI research has highlighted the ongoing challenge of helping
people reflect and effectively communicate prior work experiences
[19, 30]. We found that a completing a persona-based workbook
in a group setting starts to provide the combined benefits needed
to support resource-constrained individuals in articulating their
informal work experience. These findings confirm related research
highlighting the value of personas in helping, particularly marginal-
ized, people feel more at ease in participatory design activities [53].

Yet, we were cognizant of limitations to personas as they have
been extensively criticized for fostering stereotypes and are often
created from objectified assumptions and biased data [23, 24, 112].
Unfortunately, to this day, researchers and practitioners in various
industries, from healthcare [101] to design [91], regularly base de-
cisions on ill-constructed personas created from incomplete and
biased user information. Rather than using personas as a tool to
understand “others,” this study aimed to support participants in
reflecting on their own experiences by relating to a character simi-
lar to themselves. Recently, researchers in HCI and co-design have
started to use personas as a way to encourage participants to discuss
difficult topics about themselves indirectly (e.g., health challenges
[38, 109]). In these cases, where participants can relate to the per-
sona, participants are able to spot an inaccurate persona right away,
as they themselves are the experts. For our study, Jordan’s persona
helped participants to see their strengths reflected in someone who
was similar to them and their community members, providing space
for participants to reflect on potentially difficult situations in hir-
ing or employment and how they might approach these situations
themselves. Through group discussion, this approach helped people
make sense of their own skills and employment norms.

Participants were also relatively confident in describing their
skills and strengths verbally, as demonstrated in interviews and
group discussions. However, we observed that participants still
struggled to translate these strengths into written-down words
for employment profiles. This gap is significant, given that most
participants rely on platforms like LinkedIn and Indeed, which
function as employment-oriented social media tools that require
individuals to accurately represent their strengths through written
profiles. While recent work questions whether such platforms are
inclusive of resource-constrained populations with non-traditional
work experience [66], these platforms still remain the norm for
professional networking. Our findings highlight a critical design
challenge—how to better support individuals in bridging the divide
between verbal and written skills articulation. Future work could
explore alternative ways of communicating professional expertise.
Drawing on prior work and our own findings, such tools might
scaffold storytelling or guide people in translating their verbal
reflections into written or digital form.
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5.2 Reflection as an Intervention in
Employment (and Beyond)

People are often hesitant to reflect on and highlight their personal
strengths, especially in public profiles [19, 30]. The use of the narra-
tive may have helped participants feel comfortable speaking highly
of Jordan and, subsequently, of themselves. We draw from prior
theory and synthesize existing reflection-eliciting interventions to
explain why a persona-based activity can elicit personal reflection.
Literature on self-distancing in psychology explains that people
often have difficulty reflecting from a “psychologically immersed”
perspective and benefit from “taking a step back” to make sense
of their past experiences [73, 74]. Similarly, theories of mirroring
describe how seeing one’s reflection, either through an image or a
story, helps create the psychological distance to think about oneself
in the third person. Thus, engaging with a similar other persona
and corresponding narratives could have provided the space for
participants to consider how someone else’s strengths, skills, and
challenges related to one’s own.

Unlike prior HCI and design research, which has used personas
[14, 52, 89] and vignettes [1, 5, 115] to primarily support empathiz-
ing with people different from themselves, our intervention aims
to support self-reflection by connecting to a similar other fictional
character. Jordan, who is described as someone who overcame sim-
ilar challenges to those participating in the workshop, could be
serving as a near-peer role model [87, 88]—a peer close to one’s
social, professional, and/or age, and whose success they could mir-
ror in their own job profiles. In addition, prior work on reflection
primarily focused on eliciting reflection without considering how
to translate these reflections into public-facing communication.
Related literature in psychology has explored non-digital interven-
tions to support reflection in employment contexts via nudging [86],
classroom assignments [75], and writing exercises [106]. Additional
research on mirroring also finds that reflecting in group contexts
may be even more effective because people can compare themselves
to both hypothetical others [117] or peers in the group [45]. We
combined reflection interventions in HCI, like personas and vi-
gnettes, with psychology-based interventions like group discussion
and writing exercises to encourage reflection and its translation to
professional profiles.

While prior work has highlighted various benefits to encourage
reflection in the job-seeking process, few have also explored how
to guide people in translating their reflections into employment
profiles. Our work bridges this gap. The persona-based workshop
combines research in HCI and design with workforce development
literature by applying these insights toward community employ-
ment education. The persona-based activity may have been par-
ticularly effective given the peer discussion environment, which
allowed people to talk through how they related to the persona
[45]. We found that the persona’s narrative provided a jumping-off
point for people to bring up potential concerns and ideas, such as
how to reframe personal challenges or articulate personal strengths
effectively in job applications. These findings echo prior work in
similar resource-constrained contexts, which highlight the value of
in-person group-based formats for developing online professional
profiles [54].
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5.3 Implications for Job-Seeking Support Tools
and Interventions

Our work complements and extends ideas for systems that scaffold
reflection and writing of job applications. For instance, digital tools
to support novices in writing cover letters, like Lettersmith [58, 59],
and resumé feedback tools, like Review-Me and Interview4 [29],
have started to explore how to guide job seekers in communicating
their skills on paper. However, these tools do not facilitate the pre-
work of reflection on what personal strengths to highlight. This
study guides reflection into creating the tangible artifacts expected
from traditional employment platforms and surfaces new design
challenges for future systems. Specifically, how might technologies
better support the journey from reflection to representation?

5.3.1 Al-informed Reflection. Researchers and practitioners could
consider integrating persona-building features into job search or
professional networking platforms to encourage reflection. This
might look like helping job seekers translate their verbal reflec-
tions into the creation of profiles, identifying public profiles as role
models, or even generating example personas. Prior HCI work has
leveraged Al to support reflection through summarizing meetings
in the workplace [18, 37], generating reports in healthcare settings
[63], and creating reflection prompts in education settings [111].
Recently, HCI research has leveraged large language models to
develop personas [11, 26, 44, 100, 103, 109, 120].

However, it is unclear whether such Al approaches to developing
personas as a reflection tool would be welcome in this study’s
resource-constrained context where people may be hesitant to have
their data used to inform persona generation. HCI researchers
using Al to develop personas acknowledge the limitations of Al
models, which are often trained on biased data [100] or do not have
enough data on certain user groups to generate accurate personas
[44]. These issues have been shown to perpetuate stereotyping,
erasure, and exoticism in LLM-generated personas [114]. Therefore,
critics and proponents of Al-generated personas emphasize the
importance of using human-curated datasets and engaging human
oversight throughout 25, 109].

Future work would need to go beyond exploring feasibility of us-
ing Al to scale interventions for reflection, like generating a persona-
based workbook. Before building or introducing Al-integrated in-
terventions in resource-constrained contexts, additional work must
evaluate community sentiment about Al and provide education
on Al risks, like privacy. If community members are even open
to the idea, this would involve taking into consideration lessons
on Al persona and scenario generation from prior work [25, 109],
such as involving regular community review to reduce biases and
measures to ensure that input data and resulting personas are prop-
erly anonymized. For instance, this could involve partnering with
community organizations or representatives who would guide Al
tools, reviewing Al output, and informing iterations. However,
co-creating personas with community members ultimately pro-
vides community members with greater control over the process
[40, 47, 89]. For these reasons, accurate and ethical persona gen-
eration may never be fully automated and would continue to be
time-intensive.
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5.3.2  Articulation Support Tools. The creation of the persona and
corresponding workbook is only one part of the persona-based
activity, as group discussions were also found to be critical for fos-
tering reflection. We do not yet have evidence that this approach
would work without group discussion, highlighting opportunities
for future work to evaluate the activity’s efficacy without group
discussion and to identify ways for technology to facilitate group
discussion synchronously or asynchronously. For instance, a future
system could facilitate aspects of this activity online—from persona
generation to online group discussions. However, prior research
has highlighted that in-person groups are a valuable and effective
medium for interventions in resource-constrained contexts, partic-
ularly where social capital is low [20, 54-56]. Prior HCI research
has already started to compare differences between in-person and
online group engagement in resource-constrained contexts [60].
Further research could explore what is gained or lost when we try
to scale aspects of this intervention online.

Our findings also reveal a critical disconnect between partici-
pants’ ability to articulate skills verbally versus in written form.
While participants struggled to “put it down” on paper, they demon-
strated remarkable fluency when verbally describing their experi-
ences, sharing detailed narratives that showcased technical com-
petence, emotional intelligence, and professional capabilities. This
disconnect is particularly significant given the literacy landscape
in the United States, as approximately 45 million adults read below
a fifth-grade level [94] (roughly 21% of the adult population). These
statistics underscore the urgent need for alternative approaches to
traditional text-heavy employment platforms, especially for jobs
that do not require a college degree or higher. Building on par-
ticipants’ demonstrated strengths in verbal communication, Al-
powered systems could facilitate the articulation and synthesis
of oral skills. Such systems would enable job seekers to verbally
share specific instances where they demonstrated professional com-
petencies — similar to how P4 eloquently described teaching her
elderly aunt to use YouTube, showcasing patience, technical in-
struction, empathy, and intergenerational communication skills.
Such systems could engage users in conversational interviews us-
ing reflection-driven prompting, synthesize key competencies from
these narratives, and transform oral expressions into professionally-
formatted content while maintaining the authenticity and richness
of participants’ stories. This approach directly addresses the chal-
lenge expressed by P6: “I’'m an action person. All this writing and
thinking and all that, that’s not my skills.” By allowing individuals to
communicate in their preferred modality — speech rather than text
— we can help bridge the gap between capability and documentation
that currently disadvantages many qualified workers.

Despite AI's growing capabilities, our findings also acknowl-
edge that Al alone may be insufficient. Participants in our study
shared, both verbally and through their end-of-study surveys, the
importance of in-person and social engagement when reflecting
on and articulating job search and employment skills. Our findings
echo prior HCI work that highlights the value of in-person low-
tech scaffolds to facilitate use of higher-tech platforms in resource-
constrained contexts where trust in and access to technology are
limited [54]. While employment platforms like LinkedIn provide
significant capabilities for searching and networking, they still of-
ten fail to support resource-constrained populations as effectively
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[31]. Furthermore, they are primarily designed to highlight tradi-
tional employment experiences rather than "informal" work that
may not fall under a specific position or have a clear start and end
date. Thus, our findings suggest adopting hybrid approaches that
combine both peer (ideally in-person) engagement with the use of
digital support tools, like AL in job search programs.

6 Limitations and Future Work

This study introduces an opportunity to address the challenge
of communicating professional strengths and skills for “informal”
work, job training, and education experiences. We studied this chal-
lenge in the context of a digital skills training program in a public
housing community. Although this is a niche area, the findings
could inform ideas and implications for other related resource-
constrained contexts.

Two limitations that limit the replicability of the intervention
include the upfront work to develop the persona-based workbook
and the group discussion format. First, developing the character
and scenario involved significant prior research and an in-depth
understanding of the community. We believe that this underscores
the need for designers of employment support tools to engage with
non-traditional workforce populations and develop partnerships
with community organizations who understand their constituents
in order to design platforms that work for them. While a scalable
solution is ideal, our research uncovers many open questions that
must be addressed along the way, such as, How/Could/Should tech-
nology, like Al create personas that job seekers relate to? Could
technology that creates these narratives preserve the privacy of the
profile data it sources from? How could digital platforms connect
and facilitate discussion between resource-constrained job seekers
synchronously or asynchronously? For instance, researchers have
already outlined why scalable online interventions are particularly
challenging to implement with resource-constrained populations,
given technology access and use, and have suggested the value of
in-person group-based activities as an effective medium [20, 54].
Similarly, our findings highlight how relating to a persona through
group discussion is helpful. The development of the activity is a
first step toward understanding what kind of intervention could
support resource-constrained job seekers with articulating their
professional strengths. However, further work is needed to deter-
mine how this activity, or aspects of this activity, could be replicated
to reach job seekers more widely. Ideas for future work include
testing the efficacy of the workbooks when completed individually
and exploring the possibility of using digital tools, like Al, to facil-
itate the development of relatable narratives for workbooks and
facilitating group discussion.

Another concern is that an employment profile that mimics those
on popular employment platforms, like LinkedIn or Indeed, may
not be the best medium to communicate informal work experience.
Future work could involve more open-ended participatory design
research with both worker communities and employers to identify
a new medium for communicating job skills. This study focused
primarily on the experiences of individuals potentially applying for
jobs and completing employment profiles. However, to determine
whether these people are communicating their skills effectively,
further work must be done with employers, hiring managers, and
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recruiters to identify which communication styles resonate with
them. Overall, the research opportunities for this space are vast.
Additional ideas for related future work include developing inter-
ventions or platform designs that facilitate the communication of
skills and strengths for non-traditional work, such as gig workers.

7 Conclusion

We present the development of a persona-based activity that guides
individuals engaged in a digital skills training program in com-
municating their “informal” work, job training, and educational
experiences. We found that being able to see and discuss a relatable
persona with peers encouraged self-reflection on personal strengths
that could be presented in an employment profile. While prior work
has shown that reflecting on and articulating one’s own profes-
sional strengths can be challenging, especially in non-traditional
work and resource-constrained contexts, engaging with the per-
sona may leverage mechanisms of psychological distancing and
mirroring to help people recognize strengths in others as a way to
realize and communicate strengths in themselves. Our observations
of the workshop, as well as interviews with participants, uncovered
how people were unsure how to reframe personal challenges as
professional strengths and articulate their experiences “on paper”
in employment profiles. Through a persona-based workbook ac-
tivity and workshop, we found that engaging in a persona-based
activity with group discussions helped participants reflect on their
own strengths and skills, enabling them to communicate these on
employment profiles.

Acknowledgments

This work was supported by the National Science Foundation (NSF)
award SCC-2125012. We thank Samartha Okyne for her assistance
with data collection during this project. Finally, we thank the NGO
Friends of Parkside and the Villages of Parkside residents for their
continued support and insights during this project.

References

[1] Herman Aguinis and Kyle J Bradley. 2014. Best practice recommendations
for designing and implementing experimental vignette methodology studies.
Organizational research methods 17, 4 (2014), 351-371.

Maha Aljohani and James Blustein. 2015. Personas help understand users’ needs,
goals and desires in an online institutional repository. World Academy of Science,
Engineering and Technology International Journal of Computer and Information
Engineering 9, 2 (2015), 629-636.

Joseph Amankwah-Amoah, Zaheer Khan, Geoffrey Wood, and Gary Knight.
2021. COVID-19 and digitalization: The great acceleration. Journal of business
research 136 (2021), 602-611.

[4] Colleen Ammerman, Boris Groysberg, and Ginni Rometty. 2023. The new-collar
workforce. Harvard Business Review 101, 3-4 (2023), 96-103.

[5] Christiane Atzmiiller and Peter M Steiner. 2010. Experimental vignette studies
in survey research. Methodology (2010).

[6] David H Autor, Lawrence F Katz, and Melissa S Kearney. 2006. The polarization
of the US labor market. American economic review 96, 2 (2006), 189-194.

[7] David H Autor, Frank Levy, and Richard ] Murnane. 2003. The skill content of
recent technological change: An empirical exploration. The Quarterly journal of
economics 118, 4 (2003), 1279-1333.

[8] Erika Baker, Liang Hu, Hasan Alaswad, Owen Fleming, and Sarah Klammer.
2023. Q2 2023 Economic Indicators Report. https://detroitmi.gov/document/q2-
2023-economic-indicators-report

[9] Albert Bandura. 1977. Self-efficacy: toward a unifying theory of behavioral
change. Psychological review 84, 2 (1977), 191.

[10] Albert Bandura. 1997. Self-efficacy: The exercise of control. Macmillan.
[11] Jose Barambones, Cristian Moral, Angélica de Antonio, Ricardo Imbert, Loic
Martinez-Normand, and Elena Villalba-Mora. 2024. ChatGPT for learning HCI

[2

(3

CHI *26, April 13-17, 2026, Barcelona, Spain

techniques: A case study on interviews for personas. IEEE Transactions on
Learning Technologies 17 (2024), 1460-1475.

Jessica Blake. 2024. Doubts about value are deterring college enrollment.
https://www.insidehighered.com/news/students/retention/2024/03/13/doubts-
about-value-are-deterring-college- enrollment#:~:text=Enrollment%20has%
20been%20declining%20in, of%20traditional%2Daged%20college%20students.
(Accessed on 05/06/2024).

Kirsten Bray and Christina Harrington. 2021. Speculative blackness: considering
Afrofuturism in the creation of inclusive speculative design probes. In Proceed-
ings of the 2021 ACM Designing Interactive Systems Conference. 1793-1806.
Daniel G Cabrero, Heike Winschiers-Theophilus, Jose Abdelnour-Nocera, and
Gereon Koch Kapuire. 2016. A hermeneutic inquiry into user-created personas
in different Namibian locales. In Proceedings of the 14th Participatory Design
Conference: Full papers-Volume 1. 101-110.

Caroline Castrillon. [n.d.]. Why Non-Linear Careers Are The Future Of Work
— forbes.com. https://www.forbes.com/sites/carolinecastrillon/2025/03/18/why-
non-linear-careers-are- the-future- of-work/. [Accessed 03-07-2025].

Laurent Cavenaile. 2021. Offshoring, computerization, labor market polarization
and top income inequality. Journal of Macroeconomics 69 (2021), 103317.

Pew Research Center. 2016. The state of American jobs.

Xinyue Chen, Lev Tankelevitch, Rishi Vanukuru, Ava Elizabeth Scott, Payod
Panda, and Sean Rintel. 2025. Are We On Track? Al-Assisted Active and Passive
Goal Reflection During Meetings. In Proceedings of the 2025 CHI Conference on
Human Factors in Computing Systems. 1-22.

Mauro Cherubini, Alex Jiahong Lu, Joey Chiao-Yin Hsiao, Muhan Zhao, Anan-
dita Aggarwal, and Tawanna R Dillahunt. 2021. Elucidating Skills for Job
Seekers: Insights and Critical Concerns from a Field Deployment in Switzerland.
In Proceedings of the 2021 ACM Designing Interactive Systems Conference (Virtual
Event, USA) (DIS °21). Association for Computing Machinery, New York, NY,
USA, 449-465. doi:10.1145/3461778.3462049

Jin Nam Choi, Richard H Price, and Amiram D Vinokur. 2003. Self-efficacy
changes in groups: effects of diversity, leadership, and group climate. Journal of
Organizational Behavior: The International Journal of Industrial, Occupational
and Organizational Psychology and Behavior 24, 4 (2003), 357-372.

Phoebe K. Chua and Melissa Mazmanian. 2022. The Substance of Style: How
Social Class-Based Styles of Interpersonal Interaction Shape Hiring Assessments
at Large Technology Companies. Proceedings of the ACM on Human-Computer
Interaction 6, CSCW2 (2022), 1-22. doi:10.1145/3555565

Shanley Corvite and Julie Hui. 2024. Social Media as a Lens into Careers During
a Changing World of Work. Proceedings of the ACM on Human-Computer
Interaction 8, CSCW2 (2024), 1-27.

Sasha Costanza-Chock. 2020. Design justice: Community-led practices to build
the worlds we need. The MIT Press.

Kieran Cutting and Erkki Hedenborg. 2019. Can personas speak? Biopolitics in
design processes. In Companion Publication of the 2019 on Designing Interactive
Systems Conference 2019 Companion. 153-157.

Boaventura DaCosta. 2025. Speaking with the Past: Constructing AI-Generated
Historical Characters for Cultural Heritage and Learning. Heritage 8, 9 (2025),
387.

Stefano De Paoli. 2023. Improved prompting and process for writing user
personas with LLMs, using qualitative interviews: Capturing behaviour and
personality traits of users. arXiv preprint arXiv:2310.06391 (2023).

Tawanna R Dillahunt. 2014. Fostering social capital in economically distressed
communities. In Proceedings of the SIGCHI Conference on Human Factors in
Computing Systems. 531-540.

Tawanna R Dillahunt, Matthew Garvin, Marcy Held, and Julie Hui. 2021. Im-
plications for supporting marginalized job seekers: Lessons from employment
centers. Proceedings of the ACM on Human-Computer Interaction 5, CSCW2
(2021), 1-24.

Tawanna R Dillahunt and Joey Chiao-Yin Hsiao. 2020. Positive feedback and
self-reflection: features to support self-efficacy among underrepresented job
seekers. In Proceedings of the 2020 CHI Conference on Human Factors in Computing
Systems. 1-13.

Tawanna R Dillahunt and Joey Chiao-Yin Hsiao. 2021. Skillsidentifier: a tool to
promote career identity and self-efficacy among underrepresented job seekers.
In Proceedings of the Annual Hawaii International Conference on System Sciences.
Tawanna R Dillahunt, Aarti Israni, Alex Jiahong Lu, Mingzhi Cai, and Joey
Chiao-Yin Hsiao. 2021. Examining the use of online platforms for employment:
A survey of US job seekers. In Proceedings of the 2021 CHI conference on human
factors in computing Systems. 1-23.

Tawanna R. Dillahunt and Alex Lu. 2019. DreamGigs: Designing a Tool to
Empower Low-Resource Job Seekers. In Proceedings of the 2019 CHI Conference
on Human Factors in Computing Systems (Glasgow, Scotland Uk) (CHI ’19).
Association for Computing Machinery, New York, NY, USA, 1-14. doi:10.1145/
3290605.3300808

Tawanna R Dillahunt, Alex Jiahong Lu, and Joanna Velazquez. 2023. Eliciting Al-
ternative Economic Futures with Working-Class Detroiters: Centering Afrofutur-
ism in Speculative Design. In Proceedings of the 2023 ACM Designing Interactive


https://detroitmi.gov/document/q2-2023-economic-indicators-report
https://detroitmi.gov/document/q2-2023-economic-indicators-report
https://www.insidehighered.com/news/students/retention/2024/03/13/doubts-about-value-are-deterring-college-enrollment#:~:text=Enrollment%20has%20been%20declining%20in,of%20traditional%2Daged%20college%20students.
https://www.insidehighered.com/news/students/retention/2024/03/13/doubts-about-value-are-deterring-college-enrollment#:~:text=Enrollment%20has%20been%20declining%20in,of%20traditional%2Daged%20college%20students.
https://www.insidehighered.com/news/students/retention/2024/03/13/doubts-about-value-are-deterring-college-enrollment#:~:text=Enrollment%20has%20been%20declining%20in,of%20traditional%2Daged%20college%20students.
https://www.forbes.com/sites/carolinecastrillon/2025/03/18/why-non-linear-careers-are-the-future-of-work/
https://www.forbes.com/sites/carolinecastrillon/2025/03/18/why-non-linear-careers-are-the-future-of-work/
https://doi.org/10.1145/3461778.3462049
https://doi.org/10.1145/3555565
https://doi.org/10.1145/3290605.3300808
https://doi.org/10.1145/3290605.3300808
https://forbes.com

CHI *26, April 13-17, 2026, Barcelona, Spain

[34

@
2

[36

[37

(38]

@
29,

[40

[41

[42

(43

[44

[45

[46]

(47]

'S
&

[49

(50

[51

o
&,

[53

(54]

Systems Conference (Pittsburgh, PA, USA) (DIS °23). Association for Computing
Machinery, New York, NY, USA, 957-977. doi:10.1145/3563657.3596011
Tawanna R Dillahunt, Juan F. Maestre, Vaishnav Kameswaran, Erica Poon, John
Osorio Torres, Mia Gallardo, Samantha E. Rasmussen, Patrick C. Shih, Alice
Bagley, Samuel L. A. Young, and Tiffany C. Veinot. 2022. Trust, Reciprocity, and
the Role of Timebanks as Intermediaries: Design Implications for Addressing
Healthcare Transportation Barriers. In Proceedings of the 2022 CHI Conference
on Human Factors in Computing Systems (New Orleans, LA, USA) (CHI ’22).
Association for Computing Machinery, New York, NY, USA, Article 521, 22 pages.
doi:10.1145/3491102.3502494

Tawanna R. Dillahunt and Amelia R. Malone. 2015. The Promise of the Sharing
Economy among Disadvantaged Communities. In Proceedings of the 33rd Annual
ACM Conference on Human Factors in Computing Systems (Seoul, Republic of
Korea) (CHI ’15). Association for Computing Machinery, New York, NY, USA,
2285-2294. doi:10.1145/2702123.2702189

Brooke Erin Duffy and Ngai Keung Chan. 2019. “You never really know who’s
looking”: Imagined surveillance across social media platforms. New Media &
Society 21, 1 (2019), 119-138.

Vanessa Echeverria, Linxuan Zhao, Riordan Alfredo, Mikaela E Milesi, Yueqiao
Jin, Sophie Abel, Jie Xiang Fan, Lixiang Yan, Samantha Dix, Rosie Wotherspoon,
et al. 2025. TeamVision: An Al-powered Learning Analytics System for Sup-
porting Reflection in Team-based Healthcare Simulation. In Proceedings of the
2025 CHI Conference on Human Factors in Computing Systems. 1-22.

Emory James Edwards, Cella Monet Sum, and Stacy M Branham. 2020. Three ten-
sions between personas and complex disability identities. In Extended abstracts
of the 2020 CHI conference on human factors in computing systems. 1-9.
Annalise Frank. 2023. Detroit Digital Inclusion Week to address WiFi affordabil-
ity. https://www.axios.com/local/detroit/2023/09/29/detroit- digital-inclusion-
week-wifi-affordability-acp?utm_source=chatgpt.com. [Accessed 21-08-2025].
Kristin Skeide Fuglerud, Trenton Schulz, Astri Letnes Janson, and Anne Moen.
2020. Co-creating persona scenarios with diverse users enriching inclusive
design. In International Conference on Human-Computer Interaction. Springer,
48-59.

Bill Gaver, Tony Dunne, and Elena Pacenti. 1999. Design: Cultural probes.
Interactions 6, 1 (Jan. 1999), 21-29. doi:10.1145/291224.291235

Ilana Gershon. 2014. Selling your self in the United States. PoLAR: Political and
Legal Anthropology Review 37, 2 (2014), 281-295.

Ilana Gershon. 2024. Down and out in the new economy: How people find (or
don’t find) work today. University of Chicago Press.

Toshali Goel, Orit Shaer, Catherine Delcourt, Quan Gu, and Angel Cooper. 2023.
Preparing future designers for human-ai collaboration in persona creation. In
Proceedings of the 2nd Annual Meeting of the Symposium on Human-Computer
Interaction for Work. 1-14.

Lane Gormley. 2008. Through the looking glass: The facilitation of mirroring in
group process. The Journal for specialists in group work 33, 3 (2008), 207-220.
Adam Grundy and Lucie Alleyne. 2025. Nonemployer Businesses are Key
Contributors to Gig Activities and Economic Growth Nationally. https://www.
census.gov/library/stories/2025/07/nes- gig-economy.html

Jane Holm Hansen, Louise Mfller Nielsen, et al. 2017. Exploring the persona
model as a tool to generate user insight through co-creation with users in the
early phase of a design project. In DS 87-4 Proceedings of the 21st International
Conference on Engineering Design (ICED 17) Vol 4: Design Methods and Tools,
Vancouver, Canada, 21-25.08. 2017. 089-097.

Christina Harrington and Tawanna R Dillahunt. 2021. Eliciting Tech Futures
Among Black Young Adults: A Case Study of Remote Speculative Co-Design. In
Proceedings of the 2021 CHI Conference on Human Factors in Computing Systems.
Association for Computing Machinery, New York, NY, USA, Article 397, 15 pages.
https://doi.org/10.1145/3411764.3445723

Christina Harrington, Sheena Erete, and Anne Marie Piper. 2019. Deconstructing
community-based collaborative design: Towards more equitable participatory
design engagements. Proceedings of the ACM on human-computer interaction 3,
CSCW (2019), 1-25.

Christina N Harrington, Shamika Klassen, and Yolanda A Rankin. 2022. “All that
you touch, you change”: Expanding the canon of speculative design towards
black futuring. In Proceedings of the 2022 CHI Conference on Human Factors in
Computing Systems. 1-10.

Erica G Hepper, Richard H Gramzow, and Constantine Sedikides. 2010. Individ-
ual differences in self-enhancement and self-protection strategies: An integrative
analysis. Journal of personality 78, 2 (2010), 781-814.

Syariffanor Hisham. 2009. Experimenting with the use of persona in a focus
group discussion with older adults in Malaysia. In Proceedings of the 21st Annual
Conference of the Australian Computer-Human Interaction Special Interest Group:
Design: Open 24/7. 333-336.

Elise Hodson, Annukka Svanda, and Nastaran Dadashi. 2023. Whom do we
include and when? Participatory design with vulnerable groups. CoDesign 19, 4
(2023), 269-286.

Julie Hui, Nefer Ra Barber, Wendy Casey, Suzanne Cleage, Danny C Dolley,
Frances Worthy, Kentaro Toyama, and Tawanna R Dillahunt. 2020. Community

[55]

[56

[57

[58

[59

[60

[61

[62

[63]

(64

[65

[66

[67]

[68

[69

[70

[71

[72

[73

[74]

[75

Hui et al.

collectives: Low-tech social support for digitally-engaged entrepreneurship. In
Proceedings of the 2020 CHI conference on human factors in computing systems.
1-15.

Julie Hui, Jesse King, Cynthia Mcleod, and Amy Gonzales. 2023. High risk,
high reward: Social networking online in under-resourced communities. In
Proceedings of the 2023 CHI Conference on Human Factors in Computing Systems.
1-12.

Julie Hui, Kristin Seefeldt, Christie Baer, Lutalo Sanifu, Aaron Jackson, and
Tawanna R Dillahunt. 2023. Community Tech Workers: Scaffolding Digital
Engagement Among Underserved Minority Businesses. Proceedings of the ACM
on Human-Computer Interaction 7, CSCW2 (2023), 1-25.

Julie Hui, Kristin Seefeldt, Lutalo Sanifu, Christie Baer, Jeanette Szomstein, and
Tawanna R Dillahunt. 2024. “I was able to give her the confidence”: Reciprocal
Capacity Building in a Community-based Program for Digital Engagement.
In Proceedings of the CHI Conference on Human Factors in Computing Systems.
1-13.

Julie Hui and Michelle L Sprouse. 2023. Lettersmith: Scaffolding written profes-
sional communication among college students. In Proceedings of the 2023 CHI
Conference on Human Factors in Computing Systems. 1-17.

Julie S Hui, Darren Gergle, and Elizabeth M Gerber. 2018. Introassist: A tool
to support writing introductory help requests. In Proceedings of the 2018 CHI
Conference on Human Factors in Computing Systems. 1-13.

Aarti Israni, Nicole B Ellison, and Tawanna R Dillahunt. 2021. A Library of
People’ Online Resource-Seeking in Low-Income Communities. Proceedings of
the ACM on Human-Computer Interaction 5, CSCW1 (2021), 1-28.

Qinzhi Jiang, Mustafa Naseem, Jamie Lai, Kentaro Toyama, and Panos Pa-
palambros. 2022. Understanding power differentials and cultural differences
in co-design with marginalized populations. In Proceedings of the 5th ACM
SIGCAS/SIGCHI conference on computing and sustainable societies. 165-179.
Britney Johnson, Ben Rydal Shapiro, Betsy DiSalvo, Annabel Rothschild, and
Carl DiSalvo. 2021. Exploring Approaches to Data Literacy Through a Critical
Race Theory Perspective. In Proceedings of the 2021 CHI Conference on Human
Factors in Computing Systems. ACM, Yokohama Japan, 1-15. doi:10.1145/3411764.
3445141

Jazette Johnson, Hira Jamshed, Rachael Zuppke, Amanda Leggett, Emily Mower
Provost, and Robin N Brewer. 2025. “I Felt Listened to”: Evaluating an Al-
Powered Reflection Tool for Care Partners. ACM Transactions on Accessible
Computing 18, 3 (2025), 1-35.

Ruth Kanfer, Connie R Wanberg, and Tracy M Kantrowitz. 2001. Job search and
employment: A personality-motivational analysis and meta-analytic review.
Journal of Applied psychology 86, 5 (2001), 837.

Lara Karki, Dana Priest, James G DuBose, Zajerria Godfrey, Annabel Rothschild,
Ben Rydal Shapiro, and Betsy DiSalvo. 2025. A Window into DataWorks: Devel-
oping an Integrated Work-Training Curriculum for Novice Adults. In Proceedings
of the 56th ACM Technical Symposium on Computer Science Education V. 1. ACM,
Pittsburgh, PA. doi:ges.https://doi.org/10.1145/3641554.3701826

Lara Karki, Kayla Uleah, Carl DiSalvo, Sierra Traynail Ross, Jadin Butler, Sela-
mawit Husen, Emanuel Bryant, Dana Priest, Justin Booker, and Betsy DiSalvo.
2025. T get hives when I come on here’: Persisting Through Platform-Delivered
Microaggressions on LinkedIn. Proceedings of the ACM on Human-Computer
Interaction 9, 7 (2025), 1-36.

Lara S. Karki, Aarti Israni, Valerie Barr, Bard College, Tawanna Dillahunt,
Michelle Friend, Felienne Hermans, Julie Hui, Jinyoung Hur, Soya Park, Dana
Priest, Annabel Rothschild, Jia Zhu, and Betsy Disalvo. [n. d.]. Recognizing and
Supporting Diverse Work and Pathways in Computing. ([n.d.]).

Shizuka Kato, Victoria Galan-Muros, and Thomas Weko. 2020. The emergence
of alternative credentials. In Organization for Economic Co-operation and Devel-
opment.

Martin Kenney and John Zysman. 2016. The rise of the platform economy. Issues
in science and technology 32, 3 (2016), 61.

Susie Khamis, Lawrence Ang, and Raymond Welling. 2017. Self-branding, micro-
celebrity’and the rise of social media influencers. Celebrity studies 8, 2 (2017),
191-208.

Zella King. 2004. Career self-management: Its nature, causes and consequences.
Journal of vocational behavior 65, 1 (2004), 112-133.

Yasmine Kotturi, Julie Hui, TJ Johnson, Lutalo Sanifu, and Tawanna R Dillahunt.
2024. Sustaining Community-Based Research in Computing: Lessons from Two
Tech Capacity Building Initiatives for Local Businesses. Proceedings of the ACM
on Human-Computer Interaction 8, CSCW1 (2024), 1-31.

Ethan Kross and Ozlem Ayduk. 2017. Self-distancing: Theory, research, and
current directions. In Advances in experimental social psychology. Vol. 55. Elsevier,
81-136.

Ethan Kross, Ozlem Ayduk, and Walter Mischel. 2005. When asking “why”
does not hurt distinguishing rumination from reflective processing of negative
emotions. Psychological science 16, 9 (2005), 709-715.

Christine Lackner and Tanya Martini. 2017. Helping University Students Succeed
at Employment Interviews: The Role of Self-Reflection in E-Portfolios. Teaching
& Learning Inquiry 5, 2 (2017), 3-15.


https://doi.org/10.1145/3563657.3596011
https://doi.org/10.1145/3491102.3502494
https://doi.org/10.1145/2702123.2702189
https://www.axios.com/local/detroit/2023/09/29/detroit-digital-inclusion-week-wifi-affordability-acp?utm_source=chatgpt.com
https://www.axios.com/local/detroit/2023/09/29/detroit-digital-inclusion-week-wifi-affordability-acp?utm_source=chatgpt.com
https://doi.org/10.1145/291224.291235
https://www.census.gov/library/stories/2025/07/nes-gig-economy.html
https://www.census.gov/library/stories/2025/07/nes-gig-economy.html
https://doi.org/10.1145/3411764.3445723
https://doi.org/10.1145/3411764.3445141
https://doi.org/10.1145/3411764.3445141
https://doi.org/ges. https://doi.org/10.1145/3641554.3701826

[76] Soyoung Lee, Julie Hui, and Tawanna R Dillahunt. 2025. Sociocultural Factors

in Digital Skills Learning: A Community-Based Intervention Among US Public
Housing Adults. Proceedings of the ACM on Human-Computer Interaction 9, 2
(2025), 1-26.

Soyoung Lee, Julie Hui, Zachary Rowe, and Tawanna R Dillahunt. 2023. A
Collective Approach to Providing Digital Skills Training Among US Public
Housing Residents. In Extended Abstracts of the 2023 CHI Conference on Human
Factors in Computing Systems. 1-6.

Robert W Lent, Steven D Brown, and Gail Hackett. 1994. Toward a unifying
social cognitive theory of career and academic interest, choice, and performance.
Journal of vocational behavior 45, 1 (1994), 79-122.

Songgqi Liu, Mo Wang, Hui Liao, and Jungi Shi. 2014. Self-regulation during job
search: the opposing effects of employment self-efficacy and job search behavior
self-efficacy. Journal of Applied Psychology 99, 6 (2014), 1159.

Alex Jiahong Lu and Tawanna R. Dillahunt. 2021. Uncovering the Promises
and Challenges of Social Media Use in the Low-Wage Labor Market: Insights
from Employers. In Proceedings of the 2021 CHI Conference on Human Factors in
Computing Systems (Yokohama, Japan) (CHI "21). Association for Computing
Machinery, New York, NY, USA, Article 452, 13 pages. doi:10.1145/3411764.
3445774

Hazel Rose Markus and Shinobu Kitayama. 2014. Culture and the self: Implica-
tions for cognition, emotion, and motivation. In College student development
and academic life. Routledge, 264-293.

Nicola Marsden and Maren Haag. 2016. Stereotypes and politics: reflections
on personas. In Proceedings of the 2016 CHI conference on human factors in
computing systems. 4017-4031.

Nicola Marsden and Monika Probster. 2019. Personas and identity: Looking at
multiple identities to inform the construction of personas. In Proceedings of the
2019 CHI Conference on Human Factors in Computing Systems. 1-14.

Jennifer Michel. 2025. Detroit Public Housing Residents to Get
Free High-Speed Internet with DigitalC — broadbandbreakfast.com.
https://broadbandbreakfast.com/detroit-public-housing-residents-to-get-
free-high-speed-internet-with-digitalc/?utm_source=chatgpt.com. [Accessed
25-08-2025].

Lisa M Moynihan, Mark V Roehling, Marcie A LePine, and Wendy R Boswell.
2003. A longitudinal study of the relationships among job search self-efficacy,
job interviews, and employment outcomes. Journal of Business and Psychology
18, 2 (2003), 207-233.

Monika Miihlbéck, Fabian Kalleitner, Nadia Steiber, and Bernhard Kittel. 2020.
Information, reflection, and successful job search: A nudging experiment. Re-
flection, and Successful Job Search: A Nudging Experiment (April 15, 2020) (2020).
Tim Murphey. 1998. Motivating with near peer role models. On JALT97: Trends
& Transitions (1998), 201-205.

Tim Murphey and Hiroko Arao. 2001. Reported belief changes through near
peer role modeling. Tesl-Ej 5, 3 (2001), 1-15.

Timothy Neate, Aikaterini Bourazeri, Abi Roper, Simone Stumpf, and Stephanie
Wilson. 2019. Co-created personas: Engaging and empowering users with
diverse needs within the design process. In Proceedings of the 2019 CHI conference
on human factors in computing systems. 1-12.

Gina Neft. 2012. Venture labor: Work and the burden of risk in innovative industries.
MIT press.

Lene Nielsen. 2013. Personas-user focused design. Vol. 15. Springer.

Nicolae Nistor and Ionut-Dorin Stanciu. 2017. “Being sexy” and the labor market:
Self-objectification in job search related social networks. Computers in Human
Behavior 69 (2017), 43-53.

Amelie Nolte, Karolin Lueneburg, Dieter P Wallach, and Nicole Jochems. 2022.
Creating personas for signing user populations: An ability-based approach to
user modelling in hci. In Proceedings of the 24th International ACM SIGACCESS
Conference on Computers and Accessibility. 1-6.

NU Editorial Contributors. 2025. 49 Adult Literacy Statistics and Facts for 2025.
https://www.nu.edu/blog/49-adult-literacy-statistics-and-facts/. Read: 7 mins;
Academically reviewed by: N/A.

Federal Reserve Bank of St. Louis. 2025. Multiple Jobholders as a Percent of
Employed. https://fred.stlouisfed.org/series/LNS12026620

Thudiya Finda Ogbonnaya-Ogburu, Kentaro Toyama, and Tawanna R Dillahunt.
2019. Towards an effective digital literacy intervention to assist returning
citizens with job search. In Proceedings of the 2019 CHI conference on Human
factors in computing systems. 1-12.

Cynthia Putnam, Beth Kolko, and Siri Wood. 2012. Communicating about
users in ICTD: leveraging HCI personas. In Proceedings of the Fifth International
Conference on Information and Communication Technologies and Development.
338-349.

Chris Sadler. 2023. ACP in the 313: Closing Detroit’s Digital Divide — newamer-
ica.org. https://www.newamerica.org/oti/blog/acp-in-the-313-closing- detroits-
digital-divide/. [Accessed 25-08-2025].

Johnny Saldafia. 2015. The Coding Manual for Qualitative Researchers (3 ed.).
SAGE Publications Ltd, Washington, DC. 368 pages.

‘I Know I Can Do the Job, It’s Just Putting It Down’: Using Personas as a Mirror to Identify Strengths

[100]

[101]

[102

[103

[104

[105

[106

[107

[108

[109

[110

[111

[112

[113

[114

[115

[116

[117]

[118

[119

[120

CHI *26, April 13-17, 2026, Barcelona, Spain

Joni Salminen, Chang Liu, Wenjing Pian, Jianxing Chi, Essi Hayhanen, and
Bernard J Jansen. 2024. Deus ex machina and personas from large language
models: Investigating the composition of ai-generated persona descriptions. In
Proceedings of the 2024 CHI Conference on Human Factors in Computing Systems.
1-20.

Joni Salminen, Kathleen Wenyun Guan, Soon-Gyo Jung, and Bernard Jansen.
2022. Use cases for design personas: A systematic review and new frontiers. In
Proceedings of the 2022 CHI Conference on human factors in computing systems.
1-21.

Barry R Schlenker and Mark R Leary. 1982. Social anxiety and self-presentation:
A conceptualization model. Psychological bulletin 92, 3 (1982), 641.

Andreas Schuller, Doris Janssen, Julian Blumenréther, Theresa Maria Probst,
Michael Schmidt, and Chandan Kumar. 2024. Generating personas using LLMs
and assessing their viability. In Extended abstracts of the CHI conference on human
factors in computing systems. 1-7.

Ben Rydal Shapiro, Amanda Meng, Annabel Rothschild, Sierra Gilliam, Carl
DiSalvo, and Betsy DiSalvo. 2023. “Bettering Data”: The Role of Everyday Lan-
guage and Visualization in Critical Novice Data Work. Educational Technology
& Society 25, 4 (2023), 109-125.

Katja Sievers, Katrin Wodzicki, Ingo Aberle, Michael Keckeisen, and Ulrike
Cress. 2015. Self-presentation in professional networks: More than just window
dressing. Computers in Human Behavior 50 (2015), 25-30.

Stefanie P Spera, Eric D Buhrfeind, and James W Pennebaker. 1994. Expressive
writing and coping with job loss. Academy of management journal 37, 3 (1994),
722-733.

Claude M Steele. 1997. A threat in the air: How stereotypes shape intellectual
identity and performance. American psychologist 52, 6 (1997), 613.

Claude M Steele and Joshua Aronson. 1995. Stereotype threat and the intellec-
tual test performance of African Americans. Journal of personality and social
psychology 69, 5 (1995), 797.

Lipeipei Sun, Tianzi Qin, Anran Hu, Jiale Zhang, Shuojia Lin, Jianyan Chen,
Mona Ali, and Mirjana Prpa. 2025. Persona-L has Entered the Chat: Leveraging
LLMs and Ability-based Framework for Personas of People with Complex Needs.
In Proceedings of the 2025 CHI Conference on Human Factors in Computing Systems.
1-31.

Nguyen M Trang, Brad McKenna, Wenjie Cai, and Alastair Maclean Morrison.
2024. I do not want to be perfect: investigating generation Z students’ personal
brands on social media for job seeking. Information technology & people 37, 2
(2024), 793-814.

Dishita Turakhia, Zane Mroue, Peiling Jiang, and Stefanie Mueller. 2024. Gener-
ating Reflection Prompts in Self-Directed Learning Activities with Generative
AL (2024).

Phil Turner and Susan Turner. 2011. Is stereotyping inevitable when designing
with personas? Design studies 32, 1 (2011), 30-44.

Greet Van Hoye, Edwin AJ Van Hooft, Jolien Stremersch, and Filip Lievens. 2019.
Specific job search self-efficacy beliefs and behaviors of unemployed ethnic
minority women. International Journal of Selection and Assessment 27, 1 (2019),
9-20.

Pranav Narayanan Venkit, Jiayi Li, Yingfan Zhou, Sarah Rajtmajer, and Shomir
Wilson. 2025. A Tale of Two Identities: An Ethical Audit of Human and AlI-
Crafted Personas. arXiv preprint arXiv:2505.07850 (2025).

Pia Von Terzi and Sarah Diefenbach. 2023. The attendant perspective: present
others in public technology interactions. In Proceedings of the 2023 CHI Confer-
ence on Human Factors in Computing Systems. 1-18.

Gregory M Walton and Geoffrey L Cohen. 2007. A question of belonging: race,
social fit, and achievement. Journal of personality and social psychology 92, 1
(2007), 82.

Jane A Warren, Natasha P Trujillo, Amanuel H Asfaw, Courtney McKim, Lindsay
Stoffers, and Kristina Faimon. 2017. Using the mirror story to understand self.
Journal of Creativity in Mental Health 12, 1 (2017), 62-81.

Earnest Wheeler and Tawanna R. Dillahunt. 2018. Navigating the Job Search as a
Low-Resourced Job Seeker. In Proceedings of the 2018 CHI Conference on Human
Factors in Computing Systems (Montreal QC, Canada) (CHI ’18). Association for
Computing Machinery, New York, NY, USA, 1-10. doi:10.1145/3173574.3173622
Jennifer M Whitmer. 2019. You are your brand: Self-branding and the marketi-
zation of self. Sociology Compass 13, 3 (2019), €12662.

Xishuo Zhang, Lin Liu, Yi Wang, Xiao Liu, Hailong Wang, Chetan Arora, Haichao
Liu, Weijia Wang, and Thuong Hoang. 2024. Auto-generated personas: En-
hancing user-centered design practices among university students. In Extended
Abstracts of the CHI Conference on Human Factors in Computing Systems. 1-7.


https://doi.org/10.1145/3411764.3445774
https://doi.org/10.1145/3411764.3445774
https://broadbandbreakfast.com/detroit-public-housing-residents-to-get-free-high-speed-internet-with-digitalc/?utm_source=chatgpt.com
https://broadbandbreakfast.com/detroit-public-housing-residents-to-get-free-high-speed-internet-with-digitalc/?utm_source=chatgpt.com
https://www.nu.edu/blog/49-adult-literacy-statistics-and-facts/
https://fred.stlouisfed.org/series/LNS12026620
https://www.newamerica.org/oti/blog/acp-in-the-313-closing-detroits-digital-divide/
https://www.newamerica.org/oti/blog/acp-in-the-313-closing-detroits-digital-divide/
https://doi.org/10.1145/3173574.3173622
https://broadbandbreakfast.com

CHI *26, April 13-17, 2026, Barcelona, Spain Hui et al.

A Appendices

B Informal Credentialing Participatory Design Session Packet



‘I Know I Can Do the Job, It’s Just Putting It Down’: Using Personas as a Mirror to Identify Strengths CHI *26, April 13-17, 2026, Barcelona, Spain

Informal Credentialing

Participatory Design Session

University of Michigan School of Information
Friends of Parkside

Name:

Month/Year of CTW Training:




CHI *26, April 13-17, 2026, Barcelona, Spain Hui et al.

Overview

L0 Y=Y T 2
INtrOdUCHION.......eeeeecce e ————————— 3
Ice Breaker ACHiVIties. .....couo oo mn e 3
Part 1. Scenario-Based Activities..........ccccvvriiiiiiiiincr s 4
Persona: JOrdan DaViS..........uuiii oottt e e e e e e e e 4
Scenario 1 - CTW SkKills and EXPEHENCES........uuvueieieieeeiiiiiiccieeieeee e 5
Small Group DiScusSion QUESHIONS.............cevceeeieeeeeeee e 6
Jordan’s Professional Online Profile (Part 1)..........ccccoveeiiiinceiiieecie e 7
Scenario 2 - Overcoming Personal Challenges............ccocoiiiiiiiiiiiiieee e 8
Small Group Discussion QUESHIONS. .........ciiiiieiiiieriie e 9
Jordan’s Professional Online Profile (Part 2)...........cccoocoeevieecienieeieieeeee e 10

Large Group Discussion Questions for Scenario Activities.............ccceveencnnnns 12

Part 2. Design Activities........ccccciiiiiiiiiii i ———_—— 13
Job Call Option 1 - TECh SUPPOIt.......ccoiiieeee e 14
Job Call Option 2 - Remote Customer Care............cocuveeeieiiiiiee e 15
Job Call Option 3 (0pen-ended)...........coiiiiiiiiiiiiieiiee e e 16
Reflection QUESTIONS.... ... i e 17
Participant Profile.........ocuuiiiiiiiie s 18
Large Group Discussion Questions for Profile Design Activity...........ccoccvirieeinieenns 22



‘I Know I Can Do the Job, It’s Just Putting It Down’: Using Personas as a Mirror to Identify Strengths CHI *26, April 13-17, 2026, Barcelona, Spain

Introduction

Thank you for coming and participating in today’s participatory design session! We are
here to learn about how you would talk about your strengths and capabilities for future
employment. The goal of this session is to discuss your training experiences, like the
Community Tech Worker (CTW) program through a scenario of Jordan, who is an
imaginary CTW trainee. You'll create Jordan’s online profile and your own to express
strengths and skills to a potential employer. There are no wrong answers!

Procedure:
1. We’'ll read about Jordan who completed CTW training and is looking for a job.
2. In small groups, you'll talk about Jordan’s strengths and experiences.
3. You will help Jordan create a profile that Jordan can use when applying for jobs!
4. We'll have a group discussion on what it was like to create Jordan’s profile.
5. We'll do a design activity where you can create a profile for yourself.

Ice Breaker Activities

Did you attend Community Tech Worker (CTW) training?

What did you learn at the CTW training?

What was your favorite part of the CTW training?

What is something you've achieved at work that you are most proud of?

o > 0N =

What is your dream job and why?
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Part 1. Scenario-Based Activities

Persona: Jordan Davis

e Pronouns: You may assume any gender pronoun (he/him; she/her; they/them)
for Jordan in the scenarios below

e Age: 45

e Race/ethnicity: African-American
e Neighborhood: Detroit Eastside
e Education: High school diploma

e Employment history: Previously worked as a backroom stock clerk at their local
grocery store

e Other background information: Caretaker for their younger sibling
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Scenario 1 - CTW Skills and Experiences

Jordan always wanted a job working with computers. However, Jordan did not have
work experience using computers and wanted to learn how to use them. Jordan found
the Community Tech Worker (CTW) program, a 3-month program where people learn
basic computer skills. Jordan did the training and learned to use different software like
Microsoft Word, PowerPoint, Excel, Zoom, and Google applications.

After the CTW training, there are several ways Jordan served his community:
e Visited neighbors door-to-door and offered to help with any tech needs
e Organized community events to teach others basic computer skills
e Explained the tech lingo that some community members did not understand

e Assisted clients who forget information like their login IDs, email addresses, and
passwords

e Created easy-to-read instructions to help clients with visual impairments

e Offered remote access support to accommodate safety concerns

Jordan was patient and wanted to serve the community and would go the extra mile to
offer support.
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Small Group Discussion Questions

Please take 2 minutes to answer the questions on your own below, then discuss them
as a group.

1. How do you relate to Jordan’s experiences? Please give an example.

2. What are Jordan'’s strengths?

3. What are example job titles that you think Jordan could have or apply to?
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Jordan’s Professional Online Profile (Part 1)

Jordan is starting to build an online job-seeker profile. Please list the top four strengths
Jordan could list. Please complete this in pairs.

Jordan's Strengths

1

Now that you learned about Jordan’s CTW training experience and strengths, think of
what title Jordan can give themselves.

Jordan Davis

Jordan's Title:
Location: Detroit, MT
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Scenario 2 - Overcoming Personal Challenges

CTW training was not an easy journey. Jordan experienced many challenges while
completing CTW training.

e Jordan experienced a flood that damaged some of their furniture and belongings.

e Jordan had to miss some classes and assignments to move to new housing. This
was stressful, and Jordan found it hard to pay attention in training.

e Jordan also takes care of their niece, dropping them off at school, and preparing
meals.

e The internet connection was also bad at their new home, and they could not
always access GetSetUp or NorthStar at home.

However, Jordan did not give up. Jordan reached out to the instructor to tell them that
they would not be able to attend all training sessions or complete all assignments.
Jordan also reached out to team members and asked if they could walk Jordan through
some of the missed assignments. Jordan kept in touch and checked in with team
members by calling them and sending them text messages. As a result of Jordan’s
initiative, Jordan finally completed CTW training and earned a CTW certificate.

Get Set Up
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Smal| Group Discussion Questions

Please take 2 minutes to answer the questions on your own below, then discuss them
as a group.

1. What are three strengths that helped Jordan overcome unexpected challenges?

2. How are these strengths useful in a work environment?

3. Do you think it was helpful for Jordan to share their challenges with the instructor?
Why or why not?

4. What is important for a future employer to know about their personal challenges?
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Jordan’s Professional Online Profile (Part 2)

Jordan overcame many personal challenges during CTW training. Think about other
strengths Jordan has that they can add to their profile. Please complete this in pairs.

Jordan's Strengths
5

6
7
8

10
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Based on our discussion so far, how would you introduce and recommend Jordan to a
potential employer?

About Jordan

11
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Large Group Discussion Questions for Scenario

Activities

Take 2 minutes to review the questions below on your own and write down any
thoughts. Use these questions to help you reflect on the activities. This will help you
create your own profile in the next activity. Then, discuss as a group.

1.

What was challenging about creating What was easy about creating Jordan’s
Jordan’s profile? profile?

2. Now we would like to ask about you. How do you relate, if at all, to Jordan’s
experiences or strengths?

12
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Part 2. Design Activities

Now that you created a profile for Jordan, you're ready to make your own! The goal is to
create something like the image below, where you can display your experiences and
strengths.

m Q Search " e o _e_ Q

Ads

The Company

Commercial Real Estate - 6.762 followers

See all 1.239 employees in Linkedin
visitwebsite ) ( More ) The Company
R - Real Estate

Home About Posts Jobs People
poms

Add to your feed

About

Lorem ipsum dolor sit amet, consectetuer adipiscing elit, sed diam nonummy nibh euismod tincidunt ut laoreet dolore magna aliquam erat The Company

volutpat. Ut wisi enim ad minim veniam, quis nostrud exerci tation ullamcorper suscipit lobortis nis! ut aliquip ex ea commodo consequat. Digital Agency
Followe

Duis autem vel eun iriure dolor in hendrerit in vulputate velit esse molestie consequat

Lorem ipsum dolor sit amet, cons ectetuer adipiscing elit, sed diam ... see more
+ Follow

See all details

The Company
et I
People Highlight insurance
239 employees working in art and design 761 employees working in New York City
eeee eeee <=3
Lorem ipsum dolor sit amet, consectetuer Lorem ipsum dolor sit amet, consectetuer View all recommendation

13
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Circle a job that you're interested in. If neither of these jobs are interesting, please
describe a job that you'd like to have on page 14.

Job Call Option 1 - Tech Support

Role: Desktop Support Technician at Best Buy
Location: Hybrid or Remote
Hours: 20-40 hrs/week

Description: As the Desktop Support Technician, you will provide onsite and
remote technical support to Best Buy customers. This individual will be responsible
for tracking all issues through our ticketing system. Listening to the employee’s
needs and resolving expressed concerns is the key to success in this position.

Preferred Qualifications:
e Education: High school education or GED equivalent
e Skills and abilities:

o Familiarity with Microsoft Office (Word, Excel, PowerPoint), Google Drive,
Zoom
Excellent communication skills, including proper phone etiquette.

o Able to work effectively with diverse populations.

o Able to multi-task; Ability to function calmly and efficiently in a fast-paced
environment and during emergency situations. Work is frequently
performed under pressure.

o Troubleshoot technical questions and provide support via phone, email,
and in person (if hybrid).

14
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Job Call Option 2 - Remote Customer Care

Role: Customer care representative at Trinity Health, a non-profit healthcare
system

Location: Remote

Hours: 20-40 hrs/week

Description: As a Customer Care Representative, you will connect callers to
providers and services throughout southeast Michigan hospitals and care centers.
Callers might ask to set up doctor appointments, request to be connected to the
insurance office, and ask to be connected to a healthcare professional or address
complaints.

Preferred Qualifications:
e Education: High school education or GED equivalent
e Skills and abilities:

o Proficient in operating a standard desktop and Windows-based computer
system like Microsoft Office
Excellent communication skills, including proper phone etiquette.

o Able to work effectively with various levels of organizational members and
diverse populations including staff, leadership, physicians, patients, and
family members.

o Able to multi-task; Ability to function calmly and efficiently in a fast-paced
environment and during emergency situations. Work is frequently
performed under pressure.

15
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Job Call Option 3 (open-ended) -

Please fill in the blanks or circle an option.

Role:

Location: In-person OR Remote OR Hybrid
Hours: 10-20 hrs/week OR 20-40 hrs/week

Description:

Preferred Qualifications:

e Education:

e Skills and abilities:
O

[¢]

e}
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Reflection Questions

In the next five minutes, review the questions below on your own and write down any
thoughts. Then, we’ll briefly discuss as a group.

1. What are some examples of you helping your community with their tech needs?

2. How did you overcome challenges helping your community with their tech needs?

3. What are the pros/cons of sharing your personal challenges with instructors or
employers?

4. What characteristics, strengths, expertise or skills we discussed before can be
useful to perform the job you chose on page 14-167?

17
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Participant Profile

Fill in the boxes below as if you were applying for the job you selected above.

Your Name:

Your Title:
Location: Detroit, MT

Your Licenses and Certificates

18
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Your Skills

S WO

19



Your Work/Volunteer Experiences
1

2
3
4
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Based on our discussion so far, how would you introduce yourself to a potential
employer?

About You

21
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Large Group Discussion Questions for Profile
Design Activit

1. Which job were you responding to? Please circle.

Job Call 1 OR Job Call 2 OR Job Call 3

What was challenging about creating What was easy about creating your
your profile? profile?

3. Describe the process you used to select the content for your profile. How did you
decide which experiences, certificates, and/or skills to include?

4. Were there things you considered adding but chose not to? If so, what were they
and why did you decide against including them?

22
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5. What part of your profile do you think employers would be most excited about?

6. Was it easier to create Jordan'’s profile or your own? Why?

7. What guidance was helpful when creating the profile for Jordan? What resources
might help overcome any challenges in creating a profile?

8. If you could create another box or space on your online profile, what would it be?

23
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Name:
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C Design packet data

Participant Pros

Cons

P1

P2
P3

P4

P5

Ps

p7
P8

P9

They may have had some of the same challenges
and can relate to your experience.

Hoping they support me through my challenges.
Opening myself up to them, showing what they
may feel is a weakness. Sharing that [I] can perse-
vere through what may come.

Work with the instructors with the personal chal-
lenges.

Learning that the instructor may have gone
through the same thing.

People understand things because it could be a
problem for you but not to them / or see it how
you see it.

That it can either help or hinder.

Employer may feel positive about challenges that
you were able to overcome. Could see you as a
valuable employee.

(incomplete - participant left early)

They may see your challenges as hindering things
that might affect how you do your work. They
may have negative opinions.

Communicating my challenges.

Explaining your challenges without making ex-
cuses.

Sharing too much information.

(incomplete - participant left early)

Figure 5: Participant perspectives on sharing personal challenges with employers
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Participant What was easy

about creating Jordan’s
profile?

What was easy about
creating your own pro-
file?

What was challenging
about creating Jordan’s
profile?

What was challenging
about creating your pro-
file?

P1

P2

P3

P4

P5

P6

pP7
P8

P9

He has so many employ-
able skills. Seems to have
a great personality.

His ability to learn and help
others.

Knowing he is a well-
rounded, evenly person.

It was like creating a profile
for me because I have done
most of the things he went
through to become a CTW.

Being able to write
down everything like his
strengths and being able to
understand his strengths
and things that he went
through to accomplish
what he needed to.

Knowing what Jordan has
overcome, knowing how
persistent he was with
completing his course, also
knowing how knowledge-
able he was with comput-
ers.

Everything

Listing my education and
certificates, sharing what I
do.

Current experiences / train-
ing.

Some what not to oversell
yourself.

I know all of my skills and
things I should work on.

When I figured out what to
write, everything just came
to mind.

Getting the wording cor-
rect (strengths).

Figuring out how to de-
scribe his many skills.

Trying to find something
which strength.

Knowing what to say and
how to say it

Accessing his strengths
and how they coincide
with the CTW class.

Describing his skills. There
were a couple things that
were hard to describe on
paper & how to word it.

Describing what my skills
are and how they apply to
my choice.

Trying to remember past
experiences.

Thinking of things to write
down about myself that are
relatable to the subject.

I know what my strengths
are, but just wording it is
a little difficult for me. It
would take a little time to
get my thoughts together.

Figure 6: Participant reflections on creating Jordan’s and their own profiles

Hui et al.
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