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Design Personas ... At a glance

Design Personas is a tool to help understand users' needs when

designing a new service, improvement or change.

Fictional characters are created to represent different stakeholders.
Characters could be based on real people and incorporate stakeholder
research, or developed in conjunction with service users/other

stakeholders.

Design Personas represent the user group of the change (more than one
persona could be created to reflect the wider patient cohort). It could be a

service user, health care professionals etc.

Personas can be used to identify improvements/innovations to a service
and can also help you to understand the problem.

Co-production from the outset is critical to ensure the solution works for all
stakeholders.

They help the project group to always consider the change from the
persona’s point of view.

Using personas encourages everyone to think more broadly than the
service users that are more engaged or have a louder voice, but consider
others that may not be as well represented.

By using personas it becomes less personal for those involved in co-
production and ensures we think about the wider community.
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Step 2: Design
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Research who uses the service/change area
Create a list of different users

Identify who is already involved through co-production and who isn’t involved — personas should not

stop us trying to get a broader group involved in co-production

Agree as a project group the persona/s to be created. Ensure the personas you create reflect the

diverse communities you serve, particularly paying attention to vulnerable and seldom heard users

Create the persona description:
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Think QI

Stage 2: Design

A well developed persona should consider the different needs, experiences, behaviours and goals of service users or stakeholders and ensure that these are at the forefront of shaping any changes.

When all personas have been developed, they can be used to test the design or solution which has been proposed. Walk through the future state/to-be process from the persona’s perspective and ask the
following.

How does the new design work for this persona and situation?
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