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Successful companies 
know their audience. 



COOPER AT A GLANCE
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User and domain 
research and analysis

Product and service 
strategy

Interaction and 
service design

Integrated design and 
development

Education and 
mentoring

Visual design and 
branding



AGENDA

Objectives
1. Learn about the goal directed design process, and 

the value of knowing your audience
2. Build a proto-persona

3. Put persona into action



At Cooper, we practice 
goal-directed design.

PROCESS + TOOLS



Goals are stable targets
PROCESS + TOOLS

A cross-country traveler’s goals: 
Get there as quickly as possible, be comfortable, travel safely

1850 2017



EXPERIENCE GOAL
What a user wants to feel

+ In control, supported, or playful

+ Like an expert

+ Like a champion

Goal-directed Design
PROCESS + TOOLS

END-GOAL
What a user wants to achieve

+ Save money on energy costs 
(not: program my thermostat)

+ Connect with family 
(not: call my parents)

+ Plan an awesome vacation
(not: search for places to stay)



CHALLENGE 

Mini-Project
To explore one way goal-
directed, audience-focused 
design can impact your work, 
we’re going to take on a 
challenge. 

1. Situation

2. Actors

3. Empathy Map

4. Proto-persona

5. Reflection



CONTENTIOUS COMMUNICATION

2.  An announcement for a new 
digital content provider

1. Choose a situation (2 min)
CHALLENGE

STRESSFUL MEETING

1. A parent-teacher 
conference for a student 
with bad behavior

In your table group, decide on a challenge situation to tackle:



2. List Actors (5 min)
CHALLENGE

Think about your situation. Who are the primary users or 
audience? Who else is involved?

1. Alone, list all actors you’ve come across in this type of 
situation. Star the primary actor or actors. (2 min)

2. Combine lists at your table. One person share your list, with 
others adding any additional actors to consider. (3 min)



It’s hard not to design 
for yourself

PROCESS + TOOLS



PROCESS + TOOLS

Personas
are imaginary people who 
help us design for the real 
goals of a broader audience.



PROCESS + TOOLS

They turn observed 
behaviors and needs into a 
tool that can be used for 
making and evaluating 
decisions using our 
natural, social cognitive 
capacities. What would Sara 

do / think / feel?



EXAMPLE: STUDY ON TEACHER RELATIONSHIP TO TECHNOLOGY



Dana, 49
Teacher: 20 years experience
3rd grade 
Jasper Elementary School, Colorado

“I’m open to 
change, when 
there’s a good 
reason.”



Learning approach
Dana learns from her peers, in person, so for her it's all 
about collaboration and being told what's next. She 
sometimes mentors younger teachers who are new to 
the classroom. 

Stance on technology
Technology is a bit overwhelming, and sometimes she 
wonders if it's really necessary. Once she gets 
something in her toolkit she enjoys using it, but she 
can get nervous using new tools “on stage.” 

Goals 
● Feel confident with the tools she has to use

● Keep students on task: make sure they know what 
they need to know

● Spend more time teaching and less time on 
administrative work

Frustrations 
● Feels forced to learn tools she didn't choose

● Tends to aim too high, get frustrated, and give up

A veteran who listens to her peers when they have 
had success in their classrooms

     Dana





PROCESS + TOOLS

Empathy Maps
We use empathy to imagine 
what people might experience 
in a situation, when they 
interact with your design. 





3. Create empathy maps (10 min)
CHALLENGE

1. With a partner, choose a primary actor to focus on. Create an 
empathy map for this person—step into their head!

2. Next, create a map for a second actor. Pay attention to 
what’s different.



4. Create a proto-persona (10 min)
CHALLENGE

1. At your table, choose one actor to 
explore further

2. As a group, create a proto-persona 
based on the empathy map. Include:

a. Quick sketch
b. Basic info (Name, age, role, )
c. Quote about needs
d. Pain points or challenges
e. End and experience goals





5. Reflection (5 min)
CHALLENGE

1. In pairs, take some time to reflect on this process. (details)

a. Big takeaway

b. Now what?

2. Bring your insight



holly@cooper.com
justin@edelements.com

Thanks!
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Human Connection = Cognitive Awesomeness



What did you learn 
from your tech tour?





But—context, tasks and tools often change.
PROCESS + TOOLS

● 20+ stops
● $2,450
● Bring cushions
● Rough roads
● Bring your own firearm
● Something to read for 22 days
● Bring your own food

● Non-stop
● $520
● Upgrade to business class
● Turbulence
● Clear airport security
● Something to read for 5 hours
● Still, bring your own food ;-)


