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Personas - User Segmentation 
 
Our User Researchers have extensive experience creating personas based on user interviews, observations, focus groups and desk 
research. By continually updating personas with user research insight we help clients make informed decisions about service redesign 
throughout Discovery/Alpha/Beta/Live. 
 

What is the Service 
 
Personas provide a summary of the user needs, demographic insights, behaviours and tasks of people using your service. Demographic 
insights include age groups, technical knowledge (and the level of assisted digital support required), device type and other measures 
about the users – e.g. geo-location. Behavioural insights reflect the motivations, feelings and frustrations users may experience, while 
the tasks give an overview of the different interrelated and overlapping actions a user has to go through to achieve their goals. The 
personas are updated regularly to reflect the most recent insights about individuals who use your service. 
 

What can it do for you  

 
Personas are a visual representation of user insights and can be shared with stakeholders and displayed on walls for teams to see. 
Based on the personas, you will know if you are designing for people with assisted digital needs, what kind of feeling you should aim for 
in the design and what actions your users need to perform to achieve their goals. The personas can be applied by the team members and 
stakeholders to make decisions about the future of the service including the scope of the service, website features and functionality. 
 

Service Features 
 

1. Summary of user research insights 

2. Analysis of themes from user research 

3. A mix of contextual information and behavioural observations 

4. Include demographics, motivations, tasks, goals and quotes 

5. Statistics about device usage and entry route to the website 

6. Visual illustration for the wall 

7. Statistics about device usage and entry route to the website 

8. Used to develop design principles 

 

Service Benefits  
 

1. Overview of different service users 

2. Underlying information behind user needs 

3. Used as a base for developing design principles 

4. Enforce user-centred design 

5. Informed decision making 

6. Reduce and/or remove biases and assumptions 

7. Empathise with users  

8. Understand and predict user behaviours 

 



   

 

   

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
  



   

 

   

 


