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Summary

REEF has grown quickly and exponentially over the last year, with teams focused  vigorously on 
developing solutions and using whatever resources at the ready. That included defining Personas to 
articulate perceived user needs so that REEF can deliver products with speed to market. This 
required each team to use our start-up mentality and take singular approaches to defining those 
Personas.

Background

Challenge To design successful products, we must know who our users are. However, despite many 
personas across the REEF ecosystem, we don’t have usable, complete personas to adequately 
inform research and design. 

Current state shows fractured philosophies and approaches toward persona design

36 “personas” (so far) with various level of detail and documented research

Redundant and unnecessary information that creates noise

Inconsistent adoption of Aha! as REEF’s Persona repository

Solution Create MVP personas for primary users using existing work

Define and adopt a repeatable framework for Persona development

Align on common elements (and template format)

Reconcile inventory and map in matrix to new elements

Institute governance to persona planning, design and maintenance
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Current State

Information Gaps

Often based on hypothesis not substantiated 
by user research or external data

Attributes often focus on REEF capability vs 
user need 

No clear understanding of date or source of 
information to confirm currency or validity

As well as redundancies within individual 
personas

No Single Source of Truth Inconsistent Approach

36+ personas exist but are not easily findable

Even though Aha! is where personas should 
live, they are also stored in Confluence, 
Sharepoint, etc.

Various level of detail captured for different 
personas in same project

Research: How information and artifacts are 
gathered

Content: Templates, nomenclature used, 
attributes captured

Documentation: Author/owner ID, data 
sources, and Persona DOBs

Despite having 36 personas, we don't have a clear picture of our two primary users:

Property Owner Business  Owner
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To overcome these barriers, 
work is underway to 

organize legacy Personas, 
establish an MVP template, and 

define our primary users

Building a new enterprise model. 
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Proposed Common Elements and Template 
Refined the number and terminology (being used in Aha! and elsewhere) for persona categories

Put definition to each  and fleshed out redundancies and distilled into more streamlined  

Persona/Name
The person we are designing for

Profile
Ex. age, demographic data, Interests/Psychographic 

Info. Who is this person? Ex. Familiarity with and use of 
tech; interests; favorite brands; etc.

Characteristics
3-5 key personality attributes; Ex. Organized, Practical, 

Hard Worker

Business Unit
Parking

Real Estate/REEF Cloud
Kitchens

Retail
Healthcare
Proximity

Business Segment
B2E, B2B, B2C

Formerly "user type.“

Job Title

Role

Needs & Wants
What are the things that this person needs to 

complete their jobs to be done? Functional needs. “I 
want… /I need…” 

Pain Points
What are the things that prevent them from fulfilling 

their tasks? What causes frustration and friction? What 
are the things that you don't want to think about? I 

don't have time for…

Jobs-to-be-Done
These are tasks done on a regular basis related to vertical area. Items 

identified as “goals" in current matrix can be redundant to this. 
Current matrix only includes tasks to be done with REEF; suggest 
this is taken up a level. Ex. "Run kitchen efficiently," not "Use KDS"

How I Use REEF Products

Execute (Perform, Transact, Administer)
Executional tasks performed via REEF

+ products used

Monitor (Verify, Track, Check)
Monitoring tasks performed via REEF + products used

Similar Roles
Roles that share many of the above attributes. Nuances can be 

identified here if necessary.

Image

About 
Short descriptor snapshot of who this person is (or aspirational one-

line quote)



Charming Chandler

Job Title

Age, Location

STATUS SALARY

PRONOUNS ARCHETYPE

Single $165K

He/Him Explorer

PERSONALITY BIO

JOBS-TO-BE-DONE

WANTS & NEEDS PAIN POINTS

"I travel all over the U.S. 
to have face-to-face 
business meetings to 
build rapport with my 
clients."

BUSINESS SEGMENTS

BUSINESS UNIT(S)

SIMILAR ROLES

DEVICES

MOST USED APPS

B2B B2C

Jacob is a salesperson with a knack for establishing key partnerships 

with other businesses. While he resides in Los Angeles, his true home is 

in hotels, Airbnbs, and in car rentals. 

He loves collecting points on his Amex and expenses everything since 

it's all related to his sales. 

• Manage a portfolio of $10 million generated for his company

• Conduct analysis on needs for client

• Understand market conditions related to his client

• Don't get tickets

I need an easy way to itemize my receipts to get 

reimbursed and collect points on my card. 

I want a way to park quickly and easily so I can 

focus on my meetings rather than my parking.

• Complexity confuses him

• Needs reminders about the time because his 

meetings often run late

• Easy, convenient parking is a necessity to get to 

his meetings

• Hustler

• Charismatic

• Charming

• Friendly

• Loyal

• Parking

• REEF Cloud

Account Manager, Real Estate Broker, 

Sales Manager

7FPO
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Stakeholder 
Questions 

Do you have developed user 
personas for X area? 

Do you have an 
understanding of the types of 
users, currently using each 
product in this area? 

How have you been guiding 
the direction of this product 
area w/o personas? 

What kind of product is X 
(B2B, B2E, B2C?)

How would you describe your 
understanding of the 
intended audience? 

Are you aware of any specific 
goals or pain points within the 
current tool when being used 
by a specific role? 

Do we have any user 
feedback on the tool?

Do we have a way to contact 
actual users?

Adopting a 
common approach 
to discovery will 
help us further 
refine Legacy 
Personas for new 
template and inform 
design of the new 
model
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What’s Next
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Align on V.1 of 
Standard 
Elements

Define 
Governance 

Model

Define 
Baseline 

Research Plan

Map Existing 
Personas
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Proposed Common Elements for Personas
Category Definition of Category

Persona (Name) The “person” we are designing for

Profile age, demographic data, interests/psychographic Info

Characteristics 3-5 key personality attributes; Ex. Organized, Practical, Hard Worker

About 
(or Aspiration)

Short descriptor snapshot of who this person is (or aspirational one-line quote)

Business Unit
Parking
Real Estate/REEF Cloud
Kitchens

Retail
Healthcare
Proximity

Business Segment
B2E, B2B, B2C
Formerly "user type."  Category label changed for better context.  
How do we differentiate B2B and B2E? B2E flips between internal and external employee.

Job Title Title and professional role

Jobs-to-be-Done
These are tasks done on a regular basis related to vertical area. 
Items identified as “goals" in current matrix can be redundant to this. Current matrix only includes tasks to be done with REEF; suggest this is 
taken up a level. "Run kitchen efficiently," not "Use KDS"

Execute 
(Perform, Transact, Administer)

Executional tasks performed via REEF

Monitor 
(Verify, Track, Check)

Monitoring tasks performed via REEF

Products Products used to perform Execute and Monitor

Needs & Wants What are the things that this person needs to complete their jobs to be done? Functional needs. ” I want… /I need… 

Pain Points
What are the things that prevent them from fulfilling their tasks? What causes frustration and friction? What are the things that you don't want to 
think about? I don't have time for…

Similar Roles Roles that share many of the above attributes. Nuances can be identified here if necessary.
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CONFIDENTIAL

User Research

In order to understand and design for and 
address the needs of our users we 
needed to gain understanding by 
creating personas that would inform the 
functionality. With the information 
available to us we decided to build proto-
personas based on what we currently 
know and evolve them as our data 
collection and research grows after the 
launch of phase 1.



Persona Development

In order to begin empathizing with our users, we 
researched user behavior and existing mental 
models and proceeded to develop the quick 
personas based on those insights.

• Transient Parker

• Monthly Parker

We identified the needs and goals of these 
personas in order to create them based on real 
characteristics and motivations, combined with 
the business and user goals. *****

Provisional Personas

3-Dimensional Personas

We created provisional personas to validate the value proposition, and 
more in-depth personas to guide the UX requirements.



P
 R

 I M
 A

 R
 Y

P
 E

 R
 S

 O
 N

 A



P
 R

 I M
 A

 R
 Y

P
 E

 R
 S

 O
 N

 A



S
 E

 C
 O

 N
 D

 A
 R

 Y
P

 E
 R

S
 O

 N
 A



This persona is based on research 
previously done on the mobile app 
and adapted to the current situation of 
COVID-19. 

Primary Persona

• Even in light of dramatic 

changes, Penny was still viable as 

our persona. As the current climate 

changed, so did Penny's priorities. 

Concerns about Covid-19 were top 

of mind, so we considered how she 

may adapt.

• Penny is now able to park without 

using an app, while still minimizing 

her risk of contracting COVID-

19 through this contactless payment 

method.
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Gen Z
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