Customer Segments & Personas

Students

78%

. Parents and children who live at the same of population
«“, : : . ” address
Everyone in our family has different needs s S N M
Professionals)

31%

P . 16+ year olds still in full time education of Population
“I may have a limited budget but | want a decent loan”

. Usually have a part time job

Persona — Keeley Persona — Annie Persona - Jim

Persona — Heidi Persona — Freddie

Heidi Freddie
Age: 22 Age: 14 Age:34
Age: Location: Oxford Location: Macclesfield Age: 18 Age: 22
Location: Newcastle 9e: Location: Peterborough
B Location: Southampton .
- ~ g Daughter Dad with 2 teenage - p .
ingle mother o v e q i i o ull time student coming to end o
g f (in middle-class family) children. Works as middle 1% year student university mu,fe ¥
management with a retail
company on a mid level
salary
Likes / Behaviours Likes / Behaviours Likes / Behaviours Likes / Behaviours Likes / Behaviours
“My 3 children keep me pretty busy but when | do have some a little down time | like to spend “Image is everything to me. I need to look good in front of my friends so its only the latest T B aE e GRS e R e e e CEE “Im a Typical 1st year student, I struggle getting out of bed and yes I do like a night out with friends. I currently “Im spending an of time at 1 job. Thisis either
that with my friends. | like to use social media such as Facebook or Twitter to keep in contact (pf_wnes far me. /_m constantly on my th‘OHE, Whl’mer that’s texting through whatsapp or “Dad taxi’ and chauffeuring his son and daughter to various evening training classes. live in the halls of residence at the Uni so Z]fl{:heb:zzzw:”h::e you e
with other people as its not very often | get out. using social media to keep up to date with whats going on. in lectures, ‘on my phone. I like to stream music whilst " .
, o . Ivalue simplicity as Iife is hectic, so anything that allows me to easily track whats going on i my eye. I ond. calls 5
I cant afford broadband internet or a landline so my mobile phone s so important to me, 1 don't really worry about my usage as | rely on mum and dad picking up the billat the end of and not get those nasty unexpected bils, Al members of the family have @ mobile phone o take with Sty araduate positions
although I have been through 3 handsets in the last year due to the kids breaking them” the month.” lUnder mylcontiact and{[pUce hosela Farmlybunalelso We car hare ol the data et Facebook straight away so data s really important to me.”

When b meeting up towatch the Posh
on Saturday”

Needs Needs Needs Needs Needs

o WD o Availability o S « udgeting . Coverage
L Do
« Data Fashion/Style /Image / Brand « Multi- Handset options o Grim ;rsmun!s e
o Cheap handsets O Sy o o Limits o = « Tethering
30day rolling contracts/ PAYG options / Sim only *  Data—access to apps / social media o Bl <y a— o Cheap Tariffs
*  Discounts e Account Tracking .
Own a property English as 1% Live in rented Average Values SFO':'E" LOS;.I/ I?arr\agitithe;]r Danotiownia Average Values
outside of UK Language accommodation HIEENS (I 0 (65 3122 (id s tablet device

. 4.4 family members Spend on Loans: . 19.4 years old Spend on Loans:
Stats: . 19% - 87% - 32% . 1.2 insurance claims per year £334 per year Stats: |:| 57% |:| 27% |:| 72% . 22.3 hours worked per week

£194 peryear

12%

. Work Full Time (37.5+ hrs per week) . Involvement in full customer lifecycle of Internal
“Work never buys the products | want to use” «  Mayalready have awork issued high end device that they use “I'm responsible for getting the products to the customers” o Responsible for supporting the customer Workforce

. Work 6 day weeks (Mon-Sat)

Persona — Alex Persona— Dom

Kevin Miles
Alex Dom
Age:31 Age: 52 Age: 21
Age: 40 Location: Cardiff Location: Coventry Location: Chester
Location: London Graphic designer for a small Works as o Mobile Customer Works as a CSA for Loans provider
company that works with larger Agent for foans provider
Architect in o medium sized practice

organisations

. . Likes / Behaviours
Likes / Behaviours Likes / Behaviours Likes / Behaviours

_ ) i ot & very cost conscious Inalvidual, ke to spend money ond hawe & good time. | enjoy socilsing with my
“¥in o deiven individuol and have wovked hord 1o get where { am today. ¢ ook ofter mitiple customers within the e U e o S e e
. 50 hewe i molnly, malking ond recetwing eafl 6 RS
1 use my phone for both persona and work purposes. | take picturs of potentil building st across the espo o by making o Gilicnd or wsing socal meci.
se my phone for bath L o of g - “I have an Iphone and the new Samsung Edge. I used one for personal se and the other for business. | A e e e,
follow key people with the design industry via linkedin, twitter and RSS feeds. I spend o lot of my time onswering support calls from customers aver basic tasks such as updating contact detoils
e o the f =T g w f Yo married with a couple of grown up ks wha i doge e o hanne. One of which s curenty travefing around ond My the m ever really away from the desk. *
I utilse social media to post information about the company | work for, about the projects | work on Australia during o gap year so st iy handset for skype and messaging s that | knaw where he is*
Iworkin i and break | can get. and to find events to attend. | use other social media sites such as Facebaok to share personal photos
quicklyand without to0 much hassle”

and videos”

Needs Needs Needs Needs

Mobile coverage

- + Foytouse systems
: » : + Knowledge of additional products and services
. « Highéend devices o Knnwmw?fammmammamw vices 3 Aol
0 G + Veice support—ICE integration o o DA e
ol *  Unlimited allowances
. e
*  Access to emails outside of office
o Have above average o Uiy Average Values Average Values
credit rating Defaults Support Pre-Application Support

. 3.7 years with current employee spend on Loans: L. . 8.2 years of experience in role Spend on Loans:
Stats: - 73% _87% - 52% . 32.6 years old £294 per year Act|V|ty: E 33% _ 57% - 10% . 129 queries answered per day

N/A
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