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Design Thinking

Empathize
Get to know users

Define
Define problem in a 
user-centered way

Ideate
List all potential 

solutions; narrow 
down to a few

Prototype
Create a prototype

Test
Test prototype with 
users; get feedback



Persona Building

● Persona – Who are you designing for?
Characters used to represent different customer types

● Use case – What are you designing for?
Goals for how the product will be used



Persona Building

● Goal: Help product designers understand and empathize with target users
● Make sure personas resemble actual users

○ Conduct interviews
○ Get data about current customers
○ Aim for 3-5 personas



Persona Building

● Name
● Demographics (age, income, gender, location, occupation)
● Bio 
● Personality
● Behavior patterns
● Pain points
● Goals
● Quote



Persona 1

Example

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


Persona 2

Example

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


User Segments

Segmentation

● Grouping the “market” (customers) into segments based on characteristics
● Should be based on real data (surveys, social analytics, purchasing behaviors)
● 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)

Link

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


User Segments

Link

https://www.appcues.com/blog/persona-examples


User Segments

Link

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


Use Cases

● Document (1) how people will interact with a product or service and (2) 
determine requirements a product or service needs to satisfy the users

● It’s a good idea to have a primary use case for each persona you create
● 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)

Link

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


Use Cases

Link

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

Link

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


User Journey

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

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

● Insights, pain points, 
opportunities, plans moving 
forward

Link

https://www.nngroup.com/articles/customer-journey-mapping/

