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Class 1: Personas 

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

Class Agenda
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Examples
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Observation-Based Research
Interview and observe enough people.

• Find patterns in responses & actions

• Group similar people together

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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A single 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

3. 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 Content Specialist Certification Course

DigitalServices.Georgia.gov

Complete:

• Personas 
Talk to coworkers!

• Empathy Maps

• Day in the Life

Citizen Journey 
Mapping

Bring:

• Personas 
Ready to “introduce”

• Empathy Maps

• Day in the Life

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 Next class:


