
Engagement challenge
Describe what observable user behaviour 

the business would like to see.

Engagement gap
Compare the ideal future situation to the current 

situation. What user behaviour is missing?

Pains
What problems is 
the user currently 

experiencing?

Add a name and some 
demographic details to 
bring the persona to life.

Think and feel
What is going on in the 
user’s head and heart?

Hear
What are people 
telling the user 
face to face and 
through media?

Business goals
Describe the things the business is trying to 

achieve and why these are of value.

Gains
What benefits might 
the user get out of 
using the product?

See
What does the 
user’s physical 

and digital 
environment 

look like?
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