
Why? The better you know your user, the easier you can get their 
attention and start a conversation

When? Once a first value proposition has been defined or 
whenever you need to refine your sales and marketing approach

What? Portrait each user segment and map their behaviour 
towards your offering

Workshop 2 - User Persona

Journey Steps
Which step of the experience 
are you describing?

Actions
What does the
customer do? What 
information do they look for? 
What is their context?

Needs and Pains
What does the customer 
want to achieve or avoid?
Tip: Reduce ambiguity, e.g. by 
using the first person narrator.

Touchpoint
What part of the 
service/departement do they 
interact with?

Customer Feeling
What is the customer 
feeling? Tip: Use the emoji 
app to express more 
emotions

Opportunities
What could we improve or 
introduce?

Process ownership 
Who is in the lead on this?

Backstage

Discovery
Why do they even start the 

journey?

Registration
Why would they trust us?

Onboarding and First Use
How can they feel 

successful?

Sharing
Why would they invite others?

Arduino could improve by providing structured 
lesson plans and educator discounts.

Streamline the registration process for 
educators and provide immediate welcome 

resources.

Quick and reliable supply chain for first- time 
users

Create a section on the Arduino website to 
highlight classroom stories.

What would make her/him happy in this all 
process? What could be a game changer? 
(Taken from VP)

7 Expectations

What frustrates or limits him/her?
6 Pains

Include all the details from the identity of your 
user that you may know

1 Name

Create a phrase that identifies or summarizes 
the profile

3 Quote

Describe his/her habits, age, studies, 
experience, income, location...

2 Description

Explore who and how the process validation is 
made to buy/use your product. How many 
layers of validation?

4 Decider or user
How could you approach/contact this person? 
What would make her/him trigger?

5 Where to reach her/him?
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Chris, Male,
35 years 
old, DIY 

Hobbyist

Chris is a self- taught DIY electronics enthusiast. He's 
35 years old, has a day job in IT support, and spends 
his weekends working on various personal projects 
ranging from automated home systems to custom- 

built gadgets. He has a moderate income that allows 
him to indulge in his hobby and lives in a suburban 

area with access to a local makerspace.

"The best way 
to learn is to 

get your hands
dirty with a 

project."

Chris is both the decider and 
user. He researches and selects 

the tools he needs for his 
projects without additional 

layers of validation.

Chris can be found browsing online 
forums, DIY electronics blogs, and 

YouTube channels for inspiration and 
tutorials. He also visits his local 

makerspace and electronics stores. 
Social media ads and tech meetups are 

effective ways to engage him.

Chris often finds it challenging to work 
with complex programming 

environments and lacks the time to 
delve into intricate electronics. He gets 

frustrated with platforms that have 
steep learning curves or poor 

documentation.

Chris expects a platform that will help him bring his 
creative ideas to life quickly and with minimal fuss. He 
values a strong community for support, easy- to- follow 

tutorials that can enhance his skills, and affordable 
tools that facilitate experimentation. A game changer 

for him would be a platform that offers both simplicity
for beginners and advanced capabilities for when he's 

ready to level up his projects.

Emma, 
Female, 29 
years old, 

STEM Educator

Emma is a high school science teacher with a passion 
for integrating technology into her curriculum. She's 

29 years old, has a background in physics, and is 
always looking for new ways to engage her students 

with hands- on learning experiences. She has a modest
educator's salary and lives in an urban area with a 

strong emphasis on STEM education.

"If I can spark 
curiosity and 
wonder in my 
classroom, I've
done my job."

As a STEM educator, Emma decides 
on the educational tools for her 

classroom and directly uses them to
teach her students about 

electronics and programming 
concepts.

Emma is active in educational 
communities, attends teacher training 

workshops, and frequently searches for 
new classroom resources on educational

blogs and social media. She is also a 
member of online forums dedicated to 

STEM education.

Emma's primary challenge is finding resources that 
are both educational and engaging for her students. 
She struggles with budget constraints and the need 

for materials that can be reused by students year after
year. Additionally, she sometimes finds it difficult to 
keep up with rapidly changing technology within her 

limited preparation time.

Emma looks for tools that can make STEM subjects 
approachable and exciting. She expects resources that

come with comprehensive educational materials, 
lesson plans, and community support. A game 

changer for her would be a platform that is not only 
affordable and easy for her students to learn but also 
robust enough to be applied to advanced projects as 

her students' skills grow.

Facilitate finding and using resources for first- 
time users
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