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Introduction to UX Research

Lesson 6: Persona Research

The Erdds Institute



Design Thinking
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Empathize Define Ideate Prototype Test
Get to know users Define problem in a List all potential Create a prototype Test prototype with
user-centered way solutions; narrow users; get feedback

down to a few




Persona Building

e Persona — Who are you designing for?
Characters used to represent different customer types

e Use case — What are you designing for?
Goals for how the product will be used




Persona Building

e Goal: Help product designers understand and empathize with target users

e Make sure personas resemble actual users
o Conduct interviews
o Get data about current customers
o Aim for 3-5 personas




Persona Building

Name

Demographics (age, income, gender, location, occupation)
Bio

Personality

Behavior patterns

Pain points

Goals

Quote




8) PERSONALITY Bl 80
n “I'want to help my team
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deliver great user
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Persona 1

Behavior

Overseeing builds

Writing specs
=—S-- -

Designing features

Meetings

&) Motivations

IMPACT — e

TEAMWORK —_— USER NEEDS

PROMOTION —8 User testing
I ——

Influences

BLOGS/ FORUMS

Goals Ul § Frustrations CREDIBILITY
COLLEAGUES PSYCHOLOGY

TECHNOLOGY Ul TRENDS

Frequently used apps

+ STATUS - SALARY
SINGLE $50K

mind Google PocketGuard
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PERFECTIONIST


https://userguiding.com/blog/user-persona-examples/#:~:text=What%20is%20an%20example%20of,a%20real%20human%20being%20accurate.

Discover new tools for communication,
- reporting, tracking and measuring

Use small teams for large projects > m
Update old frameworks to meet patagonla
Audi

present standards
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Persona 2

Change is always met with resistance N ETFL l x UBISOFT

Learning curves slow down productivity
Larger companies are more risk averse

€€ We must optimize our processes,

implement new systems, learn to adapt
It's worth the effort in the end. 99

Age 32 IT & Internet

Technology Motivations

Er

Occupation Software Architect
Status Married
Location New York, NY
Tier Multi-use
Archetype Problem-solver

Bio Personality
Lisa is the software architect at Blue Cable. alliichil - Extrovert
She sees that larger companies have a Intuitive Sensing
difficult time implementing improvements.

Example Ol eiting g i verns - = _
She wants to streamline communications Thinking Feeling
and automate as many things as possible, =

to maintain an agile team. Judging Perceiving
-] —



https://venngage.com/blog/user-persona-examples/

User Segments

Segmentation

e Grouping the “market” (customers) into segments based on characteristics
e Should be based on real data (surveys, social analytics, purchasing behaviors)
e Discover trade-offs between different personas




User Segments

Demographics (age, gender)

Psychographics (interests, attitudes)

Technology (desktop vs. mobile, type of phone)

Geography (location, timezone)

Product behaviors (frequency of product use, purchase online vs. in store)
Motivations (what do you (dis)like about the product?)




User Segments

Net Promoter Score (NPS)

Not at all likely Neutral Extremely likely
0 1 2 ~) . o 6 9 10
Detractor Promoter

% PROMOTERS - % DETRACTORS = NPS (NET PROMOTER SCORE)



https://www.netpromoter.com/know/

User Segments

Link

The resulting five segments proved attitudinally differentiated and demographically
distinct.

TERNED MOMS
Concerned Financially
Mature

Younger Young, Middle Age Mature Mature

Skews male Mostly female Skews male Male and Female
Early adopters, Use social media, | Recognize value of Use social media
technical but not otherwise insurance
technical Mistrustful of
Driven, Risk taker Confident about financial inst.
Don’t know where financial matters
Price sensitive to begin Least interestin LI
Least price
Price sensitive sensitive
10%
5%
Medium
Low
L J A J

-
Target Minimize Cost to Serve
« Large portion of market *Prefer face to face CRM A

* Right for business model *Low conversion %MENE
*Lower value VOTH ANNIVERSARY
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https://venngage.com/blog/user-persona-examples/

Use Cases

e Document (1) how people will interact with a product or service and (2)

determine requirements a product or service needs to satisfy the users
e It's a good idea to have a primary use case for each persona you create
e Helps prioritize items and establish a series of goals




Use Cases

Use Case # 1: Name

Description (1-sentence)

Users (personas)

Preconditions (what happens before the use case)
Basic Flow

Alternative Paths

Postconditions (what happens after the use case)



https://www.stellman-greene.com/2009/05/03/requirements-101-user-stories-vs-use-cases/

Use Cases

Name UC-8: Search and Replace

Summary All occurrences of a search term are replaced with

replacement text.



https://www.stellman-greene.com/2009/05/03/requirements-101-user-stories-vs-use-cases/

Rationale While editing a document, many users find that
there is text somewhere in the file being edited that
needs to be replaced, but searching for it manually
by looking through the entire document is time-
consuming and ineffective. The search-and-replace
function allows the user to find it automatically and
replace it with specified text. Sometimes this term is
repeated in many places and needs to be replaced.
At other times, only the first occurrence should be
replaced. The user may also wish to simply find the

Link location of that text without replacing it.


https://www.stellman-greene.com/2009/05/03/requirements-101-user-stories-vs-use-cases/

Use Cases

Users All users

Preconditions A document is loaded and being edited.



https://www.stellman-greene.com/2009/05/03/requirements-101-user-stories-vs-use-cases/

Basic Course of 1. The user indicates that the software is to perform
Events a search-and-replace in the document.

2. The software responds by requesting the search
term and the replacement text.

3. The user inputs the search term and replacement
text and indicates that all occurrences are to be
replaced.

4. The software replaces all occurrences of the
search term with the replacement text.


https://www.stellman-greene.com/2009/05/03/requirements-101-user-stories-vs-use-cases/

Alternative 1. In Step 3, the user indicates that only the first

Paths occurrence is to be replaced. In this case, the
software finds the first occurrence of the search
term in the document being edited and replaces
it with the replacement text. The postcondition
state is identical, except only the first occurrence
is replaced, and the replacement text is
highlighted.

2. In Step 3, the user indicates that the software is
only to search and not replace, and does not
specify replacement text. In this case, the
software highlights the first occurrence of the
search term and the use case ends.

3. The user may decide to abort the search-and-
replace operation at any time during Steps 1, 2, or

) 3. In this case, the software returns to the
Link precondition state.


https://www.stellman-greene.com/2009/05/03/requirements-101-user-stories-vs-use-cases/

Use Cases

Postconditions All occurrences of the search term have been

replaced with the replacement text.



https://www.stellman-greene.com/2009/05/03/requirements-101-user-stories-vs-use-cases/

User Journey

e Holistic view of the user’s
journey through using the
product (touchpoints,
channels)

e Actions, throughs, emotions
as the user goes through
their product interaction

e Insights, pain points,
opportunities, plans moving
forward
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The Experience
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https://www.nngroup.com/articles/customer-journey-mapping/

