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OnpepeneHue

Persona — nepcoHa nokKkynartens. BoIMbILIEHHbIV NpeacTaBUTENb
LeneBon ayautopum ¢ TUMNUYHLIMKN XapakTepucTtukamn (Bo3pactT, nost,
OOCTaTOK, UHTEpPECHI)*.

[lepcoHa — MHCTPYMEHT, KOTOPbLIN MOMOraeT HamMm CeErMeHTMpoBaTb
N CTPYKTYpUpoBaTb MHPOPMALMIO O HaLLleW Lieneson ayautopun.

* multitran.ru



[emorpadusa cnabo nomoraeT MapkeTosroram

Cou-gem npocdpunb KnneHTa:

Benbin

My>x4unHa

Poaunca B BenukobputaHum B 1948 roay
Bo BTOpom Gpake

[oooBon goxop cebiwe 1 000 000 doyHTOB

[lo kpanHen mepe, OBoe OeTen
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PwC

[Tpodonnb NEPCOHBI

“I don't fix laptops, I contribute to the business strategy. I

look at the next business model for my business”

Profile

Age: 44 (younger than counterparts)

Job: CIO, been in role for 4 years and
will have another 4 years in role

Earning: £98,000 - £138,000 / year

Company: FTSE 350 media business

Qualifications:  Trained to degree level in IT

Career: Majority spentin IT

Consumption habits: Google, CIO UK, Wired, MIT Tech,
Information Weekly, BBC, loD, peer
networking, blogs, SxSW, Tech
Crunch, Gartner, Mashable,
Economist

Social media: Facebook, LinkedIn and Twitter

Narrative

- Alex is highly motivated, works extremely hard,
works long hours and delivers on the (often too
low) expectations of the leadership.

There is room for improvement when it comes to
communication and leadership skills.

Well practiced in expecting the unexpected and
enjoys his job and getting his hands dirty.

On a journey that never ends.

Logical and scientific in nature.

Reports to the CEO and has a good rapport.
Responsible for information systems, technology,
computer systems, team leadership, senior
executive relationships, IT security and stability

The core elements of the CIO's role

H
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Keywords:

Digital, problem solving, tech,
leadership, gadgets, innovation,
strategy, sport, budgets, CX,
loT, Al, data, mobile, humor

CIO stats

- 7%-14% of CIOs are female (2004 - 2014)

- 64% of ClOs see their role as a destination in itself

- 17% of CIOs have a role in the executive leadership team
- 48% of the C-suite do not think that the CIO needs to be
involved in discussing business challenges and performance
- Consumes 5 content pieces before speaking to a company
- They want to be contacted 5 days after consuming content

Functional needs / challenges

Challenges

- Getting buy in from leadership teams

- Budget and cost optimisation

- IT security

- Finding talent

Needs

- Getting core IT agenda items in order

- Keeping IT function secure and efficient
- Developing new business models

- Show art of possible - big data, cyber,
innovations, Al, loT, cloud, transformation

Emotional needs

Worries

- Sometimes not taken seriously enough
with tech not seen as strategic part of the
business.

- “Where do | go from here?”

- IT stability = business stability

- Not knowing what he doesn’t know
Passions

- Keen to get a seat at the top management
table

- One day would like to be CEO

PwC Sources: 1. The TENG News Opinion Survey here. 2. DNA of the CIO (EY) here. 3. Harvey Nash Review of CIOs here. 4. CIO infographic here. 5. CDO salary and job description(CIO UK) here. 6. Strategy&, the CDO
study here. 7. CIO Concerns and worries (Forbes) here. 8. CIO worries (Information Week) here. 9. Gartner ClO Leadership Forum here. 10. How do ClOs engage on social media here.




NcTOYHUKM nHpopmaunm o aygmtopuu

Konn4yecTtBeHHbIe

KayecTBeHHbIe

uccrnenoBaHus uccrnenoBaHus

* WccneposaHus (B T.u. * WHTepBbIO
nodble OTKPbITbIE »  @okyc-rpynnbl
AaHHble) » OTHOorpadunyeckue

» Beb-Tpadhduk nccrieqoBaHus

« Coumegua,

OHJTanH-opyMbl
AHann3 NoOUCKoOBbIX

3anpocoB, TPEHA0B

UcTtouyHunkm PwC

* MeponpuaTtud

* PesynbraThl
NPOABMKEHNSI KOHTEHTA
(konmn4ecTBO
NPOCMOTPOB,
CKaymBaHUM, NepernocToB
nT.a.)

* AHanutuka coumegma

* Client Feedback

« SalesForce

 Alumni data

MeTtoab! ou3aniH-
MbILLUTIEHUA

[1yOMHHOE MHTEPBbLIO
OKCNEPTHOE UHTEPBLIO
HabntoageHue un
aTHOrpadums
MoKacCuHbl

NccnepoBaHme aHanoros



KapTa ctenkxongepos

Onpe,u,enﬂeM n CbI/IKCI/IpyeM Ha KapTe no3mummn BCex,
KTO cornpukacarnca C npoaykKTtomMm min yCngFOIZ, YTOObI
yY4eCTb MHTEPECDHI BCEX.

[MponykT (s1Apo)

[MpamMble cTenkxongepsol
(MpsiMble nonb3oBartenu)

KocBeHHbIe cTerkxongepbl
(LLMpoOKas ceTb)



rJ'Iy6I/I HHOE U HTepBbK) CoBeTbl 1 MNOACKa3KK

» Cnywatime eHUMamersibHO,

VlsyqaeM npoLwsibin ONbIT U MOTUBALINKO MOJIb30OBAaTESIEN, YTOObI BbISSBUTb I'IpO6J'IeMbI He nepebueaiime

N Y3HAaTb O BO3MOXHOCTAX OAJ14 HOBOW YCIyTn Unn nyywero npoasmxXeHus. « Sadasatime eonpoc «Mosemy?»

mak 4acmo, KakK 3mo 803MOXXHO
C kem ,El,eJ'IaTb? C IKCTpeMalribHbIMU Mosrib3oBaTeESIAMN, OObIYHbIMM NOMNb30BaTENSIMU

» Pabomaem npasurio 80/20:
n HE-nonb3oBaTenamu.

80 8pemsi uHmepsbto 80%
8peMeHU 2080pum saw
pecrioHoeHm, a 20% - 8bl.

OTanbl MHTEPBbLIO - KntouyeBble Bonpochl
...................................................................................... » [nasHas uerib UHMepPB8bHo —
3HaAKOMCTBO 1 pa3orpes - 3OpaBcTBYUTE, MEHS 30BYT... , 1 MPOBOXY... cobpame Mo3UMUeHbIe Unu
lpedcmasneHue yyacmHukos, yenet - - Y Bac Han getcst 10-15 MUHYT HezamuegHble ucmopuu u3
UHMeEP8bIO, yCr108ull KOHUOEHYUATbHOCMU =) o npowioco oreima
U 8peMeHHbIX 3ampam : = aCCKa>KVITe, FIO)KaJ'IyI/ICTa .. rosib3oeameris.
...................................................................................... . Ecnueb[aenaemenpOOmedﬂﬂ
dokycmpoBKa 1 NorpyxeHune - [Oe Bbl...? SRS G
I7pu%nu>f<eHue K meme uccriedosaHus, - - Kak Bbl nnaHnposanu...? a rnonb308amerb pacckasbieaem
yery6rieHue 8 KOHMeKCM U rogpyxeHue 8 : K o 8aM O NapKOBKAX — U3yYuUMme €20
P aK Bbl CripaBlideTecChb C ... ¢
Ao N S p .............................................................................................. onbIm u & amoli obiacmu.
cTopnmn 13 XnN3HU - C KakuMu CrnoXKHOCTAMMW Bbl CTankuBaeTeCh...? » [lorpocume ronb30eamerisi
Camasi any6okasi modka uHmepebio! 3decb - UYto BofbLUE BCErO MCMOPTUIIO. . 2 30echk U celivac
rosnib3osamerib OenuUMcsi C8OUM MPOWIIbIM -~ =) o MpodeMoHCmpuUpPo8amb
orbIMoM LT dCCKaXXmnte Nctopuio, Kak Bbl CrnpaBuUIinCb... « g3aumodelicmeue ¢ npodykmamu
- - Y710 nn4yHo Bam nomorno Obl...? unu cepsucamu, Komopbie emy
...................................................................................... Hpassmcs usnu He Hpaesamcs
3aBepLueHune n paccnabnexue - Cnacubo (Mo 803MOXKHOCMU).
3aseplueHue pa32osopa Ha no3umusHoUl - EcTb nn y Bac Bonpoce!...7?

Home u 8bIX00 U3 UHMepes8bo



3KCI‘IepTHoe U HTepBbK) CoBeTbl 1 MNOACKa3KK

- » Jlyqwe nposecmu 3-5 uHmMepabto
I'IonyqaeM KOMMNMEeTEeHTHbIE OLEeHKN N 3HaHNA OT 3KCNepToB B UCcregyemMmoun obnacTtw.

C pasHornpousibHbIMU
Pa3HOBI/I,EI,HOCTb FJ'Iy6I/|HHOFO MHTEPBbLIO. 3Kcriepmamu, 8cs ceccus Moxxem

3aHAMb HECKOJIbKO MecAues.
[MoaxoguT, ecnu xoTuMm nogpobHee y3HaTb 0 paboTe TOro UM MHOro NPoAyKTax, Ipu smom Oaxe o0uH akcrepm

MOXxem cusibHo obocamumb

CI'IeLI,VICbVI‘-IeCKI/IX XapakKTepnuctnkax, nogBoaHbIX KaMHAX N TOHKUX MOMEHTaxX, KOTOpPbIE onbIm

MOTYT OLEeHNBAaTbCA TOJIbKO 3KCNnepTaMn.
* [lo so3moxxHocmu, npogodume

UHMepP8bI0 8 ecmecmeeHHoU 0Oris
aKcriepma cpeode, mak 8bl
cMmoxeme euwe u Habrodameb

3a HUM 8 paboyel obcmaHosgKe.

» OKcriepmog MOXXHO uckamb
8 OoMJ/u4YHbIX om sawel
obniacmsix, 20e pewaromcs
CcXoXue 3adaqu.



HabntogeHne v aTHorpadus

rlpOBO,EI,I/IM BKITIOUYEHHbIE HAbNOAEeHNs 3a NONb30BaTENSIMU U npoueccamnm Ha MecTe, B
KOHTEKCTE peLuaeM017| 3aavn.

KeWc: npoekTtupoBaHue npusnoxeHnsa ans rocten ropoaa Mocksbl
Lenb: Komanaa Wonderfull usyyana nonb3oBaTtenbckue cueHapum rocten MockBbl. lpoBenu 6onee 50 Bctpey. Ha
6ase uccnegoBaHUKM onpeaenunu 3agayv npoaykra u ccpopmmpoBanum NPoayKTOBYHO FMMNoTesy.

YT1o HpaBuTcs
Hab6nwodatme 3a
repcoHasibHbIMU
rnpeodno4ymeHusIMu

[obpoxenaTtenbHOCTb.
[axe ecnu nogn He
NOHMMaIOT, CTapatoTca
NoMoYb, OO bACHUTb

OdencTBuAa

Habnoodalime, Kak 4yernoesek
Oelicmeyem 8
ornpedenieHHoU cumyauyuu

He noHumatoT Hagnucm Ha
PYCCKOM, MblTaOTCSA
nepeBoAnTb C NOMOLLbHO
TenedgoHa. IHTepHeTa Her,
OCBeLLEHNs He XBaTaeT ans
pacrno3HaBaHus TekcTa Ha
doTorpadusax.

YT10 He HpaBuTCSH
Habnwodatme 3a
KOHKpemHbIMu ripobriemamu

AsbikoBon 6apbep. CnoxHo
0B6BbACHATLCS C KacCUpom
npw NokKynke dunerta.

O6GBbeKTbI

Habnrdalime, Kak yernoesek
rnonb3yemcsi pasnu4yHbIMuU
npedmemamu

3aunHTepecoBan OUNeTHbIN
aBTOMaT, eCTb MEHIO Ha
aHrnuickom. MNokynarot
ovneTbl Tam.

MpuBbIYKKU
Hab6rnrodatume 3a
ycmaHosuswumucs
wabroHamu rnosedeHusi

BuaaT 3Havyok 6ecnnatHoro
WiFi, nogkntoyatotesi. He
NOHUMALOT, NOYEMY HUYETO
He paboTaeT (Hy>XeH
PYCCKUIA HOMED).

MpocTpaHcTBO
Hab6nwodatme 3a
so3delicmeuem
OKpyxarouw,el cpeobl

CMOTpAT 1 NblTaroTCA
OPUEHTUPOBATLCS MO
yKkasarensam u uBeTy NMHUI
B METPO.

MecTo: meTpo MockBbl
Kto: cemenHasa napa u3
NcnaHuu

Llenb HabnogeHusa: nouck
KntoyeBbIX Npobnem B
HaBurawumm no ropoay Ha
METPO AN NHOCTPAHHbIX
TYPUCTOB.

KnioueBble HaxogKu:

1. AsbikoBown Gapbep —
OCHOBHas npobnema.

2. WHocTpaHUbl roToBbI
Nnosib3oBaTbCs
TenedoHamu ans
peLLeHnsa CBOUX 3agau,
HO HY>XHO NPUNOXeHne,
paboTatuee odpdranH.

3. WHocTpaHupl
NCMbITbIBAOT CNOXHOCTN
B HaBurauumn no MeTpo,
Hy>XOalTCsl B COBETaXx.

CoBeTbl 1 MNOACKa3KK

* B koHue sawux HabnrooeHul

8bl MOXeme obpamumbCs K
ydacmHukam cobbimud,
pacckazamb UM o ceoell
uccriedogameribckol pabome
u rorpocums U
MPOKOMMEHMUPOB8aMb MOJIbKO
4Ymo crlyqu8LIulcs orbim.

Bo3moxHO, 00HO U mo e Mmecmo
HY>XHO rnocemumsb 8
pasHble Yacbl CymoK usnu 8
pasHble OHU Hedenu. Ornbim
rnymeuwecmeeHHUKa 8
asporiopmy 6orbwoeo eoda
geyepom 1 mas u 15 masi 6ydoem
CUITbHO omu4yamaCsi.

BaxHo He Hapywameb rpasurna
HaxoxO0eHusi 8 momM mecme, 20e
8bl rpogodume uccriedogaHue,
usiu yMersio CKpbleame C80U
HapyweHus.



MoKaCuHbI

I'Iorpy>|<aeMC;| B ONbIT NoJfib3oBaTtend n npoxoamm BeCb NnyTb B €ro «06yBI/I».

Kak gpenatb?

> Wb

CoctaBbTe CLl,eHapVIIZ Norpy>XeHm4d B OMbIT NMNOJIb30BAaTESIA. I'Io,u,yma|7|Te, YTO Aenaet
NnoJib30BaTeS1b, KakKne y Hero 0COBEHHOCTM.

nOCTapaVITer MaKCMMalJibHO BXUNTbCA B o6pa3.

I'Ipop,enaVlTe NyTb BaAwlero noJjib3oBaTtesid B pealibHblX YCITOBUAX. C06|/|pal7|Te BECb
OMbIT.

OTpednekcupynte CBOW OMbIT cpa3sy Nocre NpoxoxaeHus nccnegosaHnsa. OnuwumTe.

CoBeTbl 1 MNOACKa3KK

* [loepyxeHue 8 orbim

rosib3osamersisi Moxxem O/lumbCsi
Om HECKOIbKUX Yacoe 00
HecKornbKux 0Hel, 3asucum om
3adayu.

» [lna noHumMaHusi ¢husu4ecKux

ocobeHHbIx nodoudym
crieyuarsibHble KOCMIOMbI,
ymsixenumernu, oepaHu4umernu.

CHumamabcsi sudeo u
3arnuckleambs OMKPbIMO He
rnony4yumcsi, 8bl Moxeme
8bl0amb cebs u Hapywume
ecmecmaeeHHbIU oMok
rnoscedHesHouU Xu3Hu. Jlydywe
cripsiybme OUKMOGHOH 8 KapMaH.

Bbisienisiime Hecoomeemcemeusi
Mex0y mem, 4mo r1to0u 8ac
pacckasanu, u 4Ymo bl
royyscmeosasu camu.



IccnenoBaHUAa aHanoros

MCI'IOJ'Ib3yeM cuny MeTa(bOpbl Ons novcka HoBbIX naen NPOAYKTOB N YCIYT.

Kak gpenatb?

o &~ Wb

CocTaBbTe CMMUCOK KITIOYEBDBIX XapaKTepMUCTUK Ballero npoaykTa, onuwmTe npouecc
B3aMMOOENCTBUSA C NONMb3oBaTENEM.

MooymanTe, rae, B Kaknx oTpacndax ecTb aHanorn nogobHblx 3agau.

Nccnenymnte aHanornyHbln onblT: HAbnoganTe, UCNbITbIBaNTE, NPOBOAUTE UHTEPBLIO,
n3yvyanTe OTKPbITblE OaHHbIE.

CobupanTte Bce HaxoOkn Ha OOCKEe BOOXHOBEHUS: dhoTorpadpum, umtatbl, cUEHaApPUN,
KntoYeBble naen.

[MpoBeauTe MO3roBou LUTYPM U NEpPeHecuTe rnosiesHble CBONCTBA aHamioroB Ha CBOW
npouecc.

CoBeTbl 1 MNOACKa3KK

» AHaroau rnoseornsom
06BbSICHUMB CII0XKHbIE 8eWjU
npocmaeim 5i3bIKOM. Haripumep,
pabomy cepOua cpasHugaom ¢
Hacocom.

* Nwume aHanoau 8 CO8epUWEHHO
pasHbIX ompacssix, Kak 3mo
cOenan leHpu ©®opd, koeda
Habrdan 3a pabomou cucmem
Ha 3epHoxpaHunuwax rnpu
paspabomke cbopoyHoOU NUHUU
asmomobuned.



PwC

PaboTta c nepcoHOM

OenaeTte NpoBepseTe
npeannonoXeHus npeanonoXeHus
uccriegoBaHUAMMU
PerynsipHo OGHoBnseTe npochunb

nposepsieTe KnueHTa (NepcoHbl)



PwC

[Tpodonnb NEPCOHBI

Segment/cluster name

“Representative quote - what might we hear them say or
what might they think, with respect to the relevant context”

Persona name

Summary of persona,
including key defining
characteristics, and context if
relevant - a snapshot

Profile - characteristics specific to persona

Age:

Job:

Earning:

Company:
Qualifications:
Career:
Consumption habits:
Social media:

Narrative

What the persona is going through.
The ‘story’ behind their needs and challenges.
The context in which these sit.

Bring their situation to life

What are their daily and longer term concerns

How do they spend their working day?

Who do they rely on in the organisation and outside
of the organisation?

What is their direction of travel career wise?

What is their relationship to PwC?

Visual representation of the
segment/cluster

Keywords:
What'’s top of mind for them?
What do they search for online?

Statistics - about the segment/cluster

Functional needs / challenges

Challenges
- Problems or pain points

Needs
- Specific solutions
- May be expressed/unknown to them

Emotional needs

Worries
- What is keeping them awake?

Passions
- What drives and inspires them?




PwC

[Tpodonnb NEPCOHBI

13

29

Summary

Profile - characteristics specific to persona

Age:

Job:

Earning:

Company:
Qualifications:
Career:
Consumption habits:
Social media:

Narrative

Visual representation of the
segment/cluster

Keywords:

Statistics - about the segment/cluster

Functional needs / challenges

Emotional needs




PwC

Don't make stuff
up

Use the language
your audiences
will use rather
than internal
language

Don't be afraid to
refine

PERSONA
BEST

PRACTICES

Don’t create too
few

Ensure everyone
in your
organisation has
access to agreed
personas

Don'’t create too
many




