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What is a persona?

A fictitious, specific and concrete representation 

of a target customer group for a product or 

experience that creates a sense of empathy for 

real customers. Provides an actionable narrative 

that leverages research, as well as internal 

understands.
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REMINDER:

Personas are 
not documents.



Panel Discussion



Describe a time when using 
personas helped your project.
Why did they work?



Goal-Directed 
Persona



Engaging 
Personas



Proto Persona

Character Development Quadrants

Name +
Demographics

Behaviors + 
Beliefs

Pain Points Goals + 
Motivations



Proto Persona

Character Development Quadrants

Name +
Picture Behaviors + Beliefs

Demographics Needs + 
Goals



Describe a time when using 
personas was not helpful.
What went wrong?



How would you describe the 
benefits of using personas?





Announcements

• Next CoP Event: February 28 @ 1pm

• New Trainings

• Using Personas for Effective Decision Making

• Customer Empathy through Journey Mapping

• Follow us on Slack

• #hcd-share




