Content Specialist Certification Course

Class 1: Personas ©

1. Persona 3. Goal

Defines who the story is Defines what the persona wants

about. This main character or needs to fulfill. The goal is the

has attitudes, motivations, motivation of why the persona is

goals, and pain points, etc. taking action. When that goal is
reached, the scenario ends.

2. Scenario

Defines when, where, and how the story of the persona takes place. The scenario
is the narrative that describes how the persona behaves as a sequence of events.

What are Personas?

Snapshot of a type of user base. Represents a significant portion of
people in the real world.

« They are not thousands of individuals

« They are a memorable cast of characters
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Introductions & Goals
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Observation-Based
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Data-Based Research
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Examples

Class 1: Personas
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Iggy the Influencer

Status: Married

ion: Bachelors
Readability: Grade 18+

Career Type: Freelance

1 Stage: C-Level or
higher
Income Range: $41k-§70k

Marital Status: Single

lucation: Some College

Readability: Grade 18+

Career Type: Steadily
Employed

Car

Stage: Entry_Level
Income Range: $41k-$70k

Marketing Mark
ge: 26-35
Gender: M

Marital Status: Single

E on: Bachelors
y: Grade 13-15

e: Steadily
Employed

Stage: Senior
Management
§71k-100k

CEO Cecilia
26-35

Gender: F

Marital Status: Single

Educ n: Bachelors
ity: Grade 16-18

Steadily
Employed

je: Senior
Management

= §71k-100k

unities so

TOP PERSOMNALITY TRAITS
Informative

AGE 36

JoB Under employ
FAMILY  Single parent
LOCATION  Atlanta, GA

GOALS
Gerting info pertaining to needs

Access to benefits

MOTIVATIONS
Family needs

I
Self-purpose |

Go-Getter

Persistent
DEVICE

Desktop Mobile
BROWSER

old Modern
CONTACT METHOD

In-Person Phone Online
FRUSTRATIONS

Overwhelmed I
Not getting answers |
No communication [N

hare with

TOP PERSONALITY TRAITS
Outgoing Competent

AGE a2

108 Middle Management

FAMILY  Married, 2 kids

LOCATION Roswell, GA

GOALS
Get first child into college

Find state / federal money to pay for it

MOTIVATIONS
Educational —
—

Informational

Financial

Loving

DEVICE

Desktop Mobile

BROWSER

old Modern
u

CONTACT METHOD

In-Persan Phone Online

FRUSTRATIONS

Overcommunicated

Confusing data I

Kid's lack of interest [ NN ——

GSEC| Georgia Student

Department of Human Services g 5.
Finance Commission
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Content Specialist Certification Course

Observation-Based Research

Interview and observe enough people.

+ Find patterns in responses & actions

+ Group similar people together

Class 1: Personas

Create archetypical models of those groups, based on the patterns

found.

Assumptions are not stereotypes. Base assumptions on real people,

real cases, real scenarios.

This works best in a team. Talk with co-workers who interact

personally with users.

Data-Based Research
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Content Specialist Certification Course Class 1: Personas %

Asingle piece of data can’t tell you everything, but when you put
together several pieces, you can draw conclusions.

+ Analytics
« Sign up, Registration, etc.
+ Call Center Logs

Proto-Personas
1. Character Development

a. Describe people who regularly use your agency’s website.

b. Explaining who they are personally and professionally.

2. Empathy Map
Character Refinement

4. Syndicate and Present

Empathy Maps
Bring personas to life by looking at users’ feelings, thoughts,

influences.

Articulates what we know about a persona’s mindset. Shows user’s
perspective of the tasks.

Goal: To build empathy for your users
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Example: Persona vs. Empathy Map

Class 1: Personas

Kindergarden Teacher
Married, Mo Children
Jersey City, NJ

PAIN POINTS

+ Cannot compaost in urban environment

« Collects batteries and doesn't know what to
do with thern

+ Would like to recycle different items but
doesn't know how

+ Uses reusable bags but sometimes forgets to
bring them with her

DILIGENT BUT
FRUSTRATED RECYCLER

Will go the extra mile to recycle.
Tension between recycling
aspirations & the reality of daily life.

NEEDS

+ Would like to find recycling options for items
not picked up by her local town

+ Reliable place to learn more about recycling
rules

» To see that her individual effort is making a
difference

SAYING

+ Mot a tree hugger

« It's not difficult to do - 10 mins

« I'm nat 100% perfect

+ Composting is educational, brings family
together - teamwork

» Father made recycling fun

« Confused about household batteries

DOING

= Al standard house recycling

« Fresh Direct

« Drive to recycling center

« Goes to Staples for ink cartridages

« Tried to compost in urban environment but
neighbors complained

« Kept old electronics even if had new ones

« Sell old electronics or donate them

« Use reusable bags, water bottles, buy less

« Keeps ald house batteries in a box

DigitalServices.Georgia.gov

THINKING

+ Not a radical, push my beliefs onto others

« It's what you dol

» USA generates so much waste, we as a
soclety need to be responsible

« | spent real % on these electronics, I'm
keeping them even if | don't use them

« Can | recycle this?

FEELING

« Statisfaction

« A matter of pride - when they can measure
their personal trash reduction

« Frustrated that people don't take it more
seriously

« Guilt US top waste producer - impacting Earth
and 3rd world

« Feels conflicted about her role as a consumer

« Feel empowered if given clarity & knowledge

Digital Services
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Why is this important?

Brings the user to life

Easily understood by anyone

Helps create focus on specific goals

Helps orgs understand who their content is for

Helps make informed decisions

Homework
Complete: Bring:
o Personas o Personas

Talk to coworkers!

Empathy Maps + Empathy Maps
Day in the Life « Dayin the Life

Ready to “introduce”

Class 1: Personas

Next class:

Citizen Journey
Mapping

Digital Services
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