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What is a 
persona?



Why do we need personas?



End opinion wars



Avoid the “me-persona”



Inspire empathy
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Name & Demographics 

Photo 

Quotation 

Narrative 

Goals 

Frustrations 

Tasks 



Name

Age 

Gender 

Occupation 

Geographic location 

Relevant lifestyle issues 

Stock photo 

Made up quote, or quote from research





Narrative: Describe the problem and how it 

impacts the persona's daily life





Goals: Specifically address that problem stated in 

the narrative





Frustrations: What is preventing the persona from 

reaching their goals? What annoys them about this 

aspect of their life?





Tasks: What types of activities must the persona do 

to reach their goals?





The Brandi Tyler persona did not have any tasks. 

What kind of tasks  

do you think she would be completing?
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•  Looking at site, identifying several audiences who 
might use it. Are all audiences served? Is there an 
audience that might be grown? Eliminated?

•  Prioritize audiences. Do all audiences need to be 
served?

•  Identify the goals of each audience. How do they line 
up with the goals you predicted in weeks 1 and 2?

•  Consider organizational goals: in conflict or in harmony 
with user goals?

•  Consider website goals: still make sense in light of 
these user goals?
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Purpose of the interview 
 
This talking is supposed to go 
somewhere 
 
Why are you interviewing? 
 
What information do you need to find 
out? 



Explanations 
 
Project (aka purpose) 
 
Recording 
 
 “Native” language (of the group - think 
Starbucks) 
 
Interview (card sort, real-time task completion 
etc) 
 
Question (different types etc) 



Questions 
 
• Descriptive: 
Could you describe a typical day for you at your 
job? 
 
• Structural: 
Can you list all the tasks you need to perform in 
a day? 
 
• Contrasting: 
What’s the difference between those two tasks?



The Interview 
Ask open-ended questions 
 
Express cultural ignorance 
 
Express interest 
 
Incorporate what you’ve heard 
 
Restate what has been said 
 
Pause 
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•  Multiple choice 

•  True/False 

•  Short answer 

•  Long answer/narrative



•  What other colleges or education options are you 
considering?

•  What are the top three factors that will influence your 
decision for a school?

•  What is your goal in continuing your education?

•  How soon do you plan to go back to school?

•  Would you consider online courses? Why or why not?
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Diana is a doctor who 
wants to meet with some 

patients virtually.
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Diana Lopez MD How can I maximize 
my time?

I don’t want to 
waste time

Some patients don’t need to 
come in every time

Frustrated at the 
current process Ready to use 

tech to help

Patients complaining 
about scheduling 

follow-ups

Receptionist upset about 
overfull doctor schedules

Full waiting rooms

Her phone and 
computer

Too many patients who are fine 
and didn’t need to come in

Her overworked 
colleagues

There has to be a 
better way to follow up

Encourages patients to 
follow up by phone

“Technology can make me more efficient”

Getting enough adoption among 
her team to make it work.

Save time, make lives of her patients easier
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