Persona Template
Insert persona’s name...

SITUATION BIO
Describe my current circumstances. What am | looking to achieve? Describe my life, who am I, what do | do, where do | live, do |
have a family etc?

RATIONAL NEEDS EMOTIONAL NEEDS INFORMATION SOURCES

«  What is important to me from this product or +  How do | want the experience to feel? *  Where would do I my research around this area?

service? What must it do / be / deliver?

PREFERRED CHANNELS PAIN POINTS MOMENTS OF TRUTH

*  Which tools do | prefer to use to communicate? «  What do | find difficult or challenging in this area? *  Whatis really important to me? What could make or
break the experience for me?
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Persona Example
Ajay & Jenny (parents)

SITUATION

We are looking for a new school for our child. We are new to the area, having
recently moved out of London and are looking for an education style that will
best support the development and happiness of our 6-year-old daughter.

RATIONAL NEEDS

*  Quality education for my daughter so she has
choices later in life

«  After school activities & care available

*  Regular meeting with teachers

*  Great relationships with parents

*  Frequent and informative communications with
school

PREFERRED CHANNELS

We conduct a lot of research online

Face to face is not so important to us

It's important to have regular virtual access to staff /
teachers

BIO
My husband and | work full-time. We live in Manchester and
have family close by and enjoy an active lifestyle.

EMOTIONAL NEEDS

Honesty - open and transparent relationship with
school staff

Happy - daughter to want to go to school each day
Compassionate - supportive environment for all
students

Stimulating - a learning environment that captures
my daughter’s attention & focus

PAIN POINTS

Hard to make decision because of so many choices
Location and access to school may not be convenient
Transport for students (school bus route)
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experience playbook

INFORMATION SOURCES

Education websites

Parent groups & online communities
Other parents

School website

Work HR recommendations

Social Media (school content)

MOMENTS OF TRUTH

Being treated like individuals - personalised
Experience, quality & diversity of teachers
Feel like we belong to a family
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