
Debby
Receptionist, 41 years old

“I need to find the best 
quality for the price.”

Debby is a working mom with three young children. On 
days that she is not working, she will go to the local 
hyper-mart to shop for groceries and other items for the 
entire family. She looks out for premium quality items 
and bundle deals, and she generally makes informed 
purchases. When she goes with her kids, she tends to 
lose track of them, as she is focused on looking for the 
best deals. Because of this inconvenience, she prefers to 
shop with her friend Nancy, so they can catch up while 
they shop and get Starbucks together afterwards. 

Meg
College student, 22 years old

“I don’t want to shop somewhere 
that discriminates people .”

Meg is a graphic design student at the Savannah College 
of Art and Design, who likes to spend her days o� 
browsing the makeup and apparel sections at Target. 
When purchasing electronics, she compares quality and 
deals online before going to the store to ‘get a feel’ for the 
product in person. In terms of grocery shopping, she 
picks up simple ingredients or food that is already made 
at the deli. An active member of the LGBTQ community, 
she boycotts companies that do not align with her values. 
As a result of this, she specifically no longer goes to 
Hobby Lobby to purchase supplies.

01
user personas

Carl & Gertrude
 Retired, 66 yrs old (Carl), 63 yrs old (Gertrude)

“We hope to find specials 
to help us save money.”

Gertrude and Carl have been married for over fifty years 
and have very traditional shopping habits. Their grocery 
items are based on family recipes and they like to cook 
meals according to the produce that are in season. They 
often go shopping together and will bring physical 
coupons or look for them in-store. Sometimes, they 
quarrel over prices and which items to buy. When they 
go to hyper-marts, they like to take their grandkids toy 
shopping. They rarely shop for anything online and have 
a limited understanding of modern technology. 
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A user persona is a 
representation of the 
goals and behavior of a 
hypothesized group of 
users. In most cases, 
personas are synthe-
sized from data 
collected from inter-
views with users.



Angela
Consultant, 27 years old

“I’d rather drive a little farther 
to get the stu� I really like.”

Angela is a young professional working in an information 
technology consulting firm. She is a workaholic and 
frequently has to travel for work. Since she is rarely 
home and has very little free time, she rarely frequents 
hyper-marts and grocery stores. Most of her shopping is 
done online at her convenience. However, when she has 
the opportunity, she will drive to the closest Asian food 
supermarket to pick up her favorite ethnic foods, so she 
can cook herself a good meal on her days o�. 

Isaac
Bartender, 22 years old

“Cheapest is always 
the best.”

Isaac is a single young man living in the city, who does 
not like to shop in-store. He only goes to the closest 
grocery store when he absolutely needs to buy items like 
snacks and beer. If he can buy a product online, he will do 
this over shopping in-store. Since he doesn’t cook, he will 
pick up ready-made food either from the grocery store 
deli or a nearby restaurant. He generally shops alone and 
entertains himself during the process by listening to 
music. Since he generally does not buy a lot, he will use a 
basket. He is not particularly loyal to any brand, so he 
chooses items based on the lowest price and bundles. 
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Diana
 Field work: 6 months, 21 years old

“I wish time would go 
by faster.”

Diana is a teen mom who grew up in the low-income part 
of town. In addition to being a cashier at the local grocery 
store, she is a student at a community college. She does 
not see her value in the work environment. Because of 
this, she is very apathetic towards customers and gets 
defensive when they ask for assistance. She tends to look 
at the clock every hour and takes frequent breaks. 
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“I lead customers where they 
want to go, but wouldn’t 
think to go.”

Sarah is an attractive and put-together sales associate at 
a high-end, designer boutique. She is very sociable and 
friendly towards customers, because she understands 
her value in the work environment and sees opportuni-
ties to be promoted to a managerial position. She is 
extremely goal-oriented and will do just about anything 
to get to the top. Her sales tactics are very strategic and 
she happily takes on overtime, as she is also paying o� 
college loans. 

Dan
Field work: 9 years, 25 years old

“I take great pride in working for 
a company that values good 
customer service.”
Dan is a full-time stock associate at a grocery store. He 
started o� as a part-time employee, but transitioned to 
full-time for the good benefits and an increase in pay. His 
good physical condition allows him to work quickly and 
e�ciently. His admirable work ethic is what prompted 
his manager to ask him to become a full-time employee. 
The only task that he does not enjoy is stocking the 
freezer, since the low temperature causes discomfort to 
his hands and fingers. 

Sarah
Field work: 8 years, 29 years old
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Mark
 Field work: 20 years, 47 years old

“I think the store would benefit
from a technological upgrade.”

Mark is a manager at a grocery store, who was hired for 
his refined interpersonal skills and passion for good 
customer service. In addition to overseeing everything, 
he juggles between multiples roles within the store. 
These include stocking items, helping customers, and 
running the cash register when other employees are 
unavailable. Because alternating between everything gets 
very hectic, he enjoys the time that he can sit down and 
do the paperwork portion of his job. He has recently been 
exploring ways to improve the technological aspects 
within the store, but lacks the background and expertise. 
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