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Learn from people perspectives to set the solution. 

Young, I. Practical Empathy
For collaboration and creativity in your work 2025

https://istitutoboella-my.sharepoint.com/:b:/g/personal/antonella_frisiello_linksfoundation_com/EcAEG9CJCSlCjZmuLh_4-tMBzY3BKY1g42dOZusqX5aF-Q?e=zls5Aj
https://istitutoboella-my.sharepoint.com/:b:/g/personal/antonella_frisiello_linksfoundation_com/EcAEG9CJCSlCjZmuLh_4-tMBzY3BKY1g42dOZusqX5aF-Q?e=zls5Aj


Learn before designing. Prototype before developing. 

Source: IDF. What Is Empathy and Why Is It So Important in Design Thinking?

DATA 
COLLECTION

+

DATA
DISPLAY

https://www.interaction-design.org/literature/article/design-thinking-getting-started-with-empathy


UX Visualization Examples & TipsUser personas

https://medium.com/@UXAliveTurkey/ux-visualization-examples-tips-950fcb5d2ebe#.jmgkp33xn


UX24/7.  eGUIDE INTERNATIONAL USER RESEARCH. https://ux247.com/publications/ 

Personas are data-driven portraits of archetypical 
stakeholders that help designers and developers focus 
on the needs and goals of target users throughout the 
product development process. 
that represent the key attributes, actions, behaviours, 
needs, aspirations, difficulties and frustrations of the 
segments to which the project is aimed (*).

They are not the portrait of a specific subject, 
but the synthesis of the primary data of a relevant group 
of subjects, different for socio-demographic variables, 
roles, OBJECTIVES, contexts of use…

They are a data-driven synthetic representation of 
complex knowledge, useful for internal communication.
They are dynamic documents, to be updated iteratively, 
during the project.

User Personas

Alan Cooper. About Face: The Essentials of Interaction Design 2.0.

https://ux247.com/publications/
https://www.cs.cmu.edu/%7Ejhm/Readings/cooper_personas.pdf


The Story of Spotify Personas

Phase 1 (2017)

Phase 2 (2018)

Example  

The initial challenge was to overcome the idea 
of a unique audience.
Then put a face to listeners to facilitate 
discussion and empathy at the company level.

The visual representation used 2D illustrations with 
brand colours to keep them abstract but recognisable.

https://spotify.design/article/the-story-of-spotify-personas


Personas represent the «target group» for which it is 
designed, making it concrete and real, articulated. 
Personas are empathetic design tools to delve deeper 
into real needs and keep them in mind throughout the 
process
Personas are inclusive: despite being data-driven, they 
facilitate those who design and develop in taking into 
consideration the needs of minority groups, improving 
the general solution. 



The User Personas

PRO: PERSONAS
- enable designers and developers to empathise with these 

imaginary users and understand better their goals and 
needs,  taking on the perspective of underrepresented or 
easily overlooked users. 
For example, Personas explicitly designed to represent 
human diversity, known from gender difference research, 
have been successfully used to detect gender-inclusiveness 
issues in software.

- aid the communication within the team (i.e., the term 
‘user’ can mean different things to different people within 
the group), making implicit assumptions of users explicit. 

- support the communication with the stakeholders, adopting 
a common language about users

- closely approximate the mental model of various end 
users, which results in a focus on the user priorities and a 
meaningful feature set.

- Help to avoid self-referential projects based on the user’s 
(and not developers’) goals, motivations, and skills.

CONS: PERSONAS
- are prone to activate and 

reinforce stereotypes. 
For this reason, it is 
necessary to ensure that 
the diversity of people is 
accounted for. The way to 
do it is monitor the data 
quality. 



Stereotype vs archetype
Archetypes are universal symbols or patterns that are 
found in stories and data. They represent fundamental 
human experiences and motivations, used to plan social 
media campaign and marketing strategies. 

The Hero is a character who 
embarks on a journey, faces 
challenges, and…

The sage: Yoda in "Star 
Wars.

The Trickster: Loki in 
Norse mythology.

Teenagers are 
rebellious and 
irresponsible.

Women are bad 
drivers

All Italians are 
passionate and loud.

Stereotypes are over simplified, generalised ideas about a 
group of people. They can be positive or negative, but they 
are often based on inaccurate or incomplete information. 
- stereotypes can lead us to make not accurate 

assumptions (e.g. all gamers are young, male and 
antisocial)



Again the categories. 
The world doesn’t need categories. It’s human beings who need them. We build categories to navigate this 
complex and contradictory world, to somehow understand it and come to an agreement on it.
We need categories.
Anyone who tried to perceive everything on this earth without filters and without categories would be 
overwhelmed by a flood of stimuli and would end up drowning. We need categories. Organising and categorising
our environment helps us to identify patterns, make quick decisions, and react to situations of danger, for 
example. In these moments, we draw on images and situations we have stored long before. 
So, looking at the world through categories is a necessity. But when do the categories we build to understand 
the world become cages? When does our freedom become a lack of freedom for others? It is faith in absolutes 
that transforms categories into cages - the arrogant belief that a single, narrow, and limited perspective on this 
world is complete, exhaustive, and universal. The hubris of believing we can fully understand another human 
being in their complexity once and for all. Or even that we’ve definitively understood an entirely artificial 
category of human beings.

More than 70 million human beings become THE REFUGEE.
1.9 million people become THE MUSLIM.

Half the world’s population becomes THE WOMAN.

Kübra Gümüsay. Lingua ed essere. Fandango, 2021.
In “Amare Parole”, podcast di Vera Gheno per Il Post, 15/9/’24



Which stereotypes can affect your project?

Project goals Possible stereotypes Background Possible Personas

Predictive model for 
Humanitarian Aid

Immigrants primarily hold low-wage jobs and 
hurt the economy”

Germany calls for more immigrants to fix its 
shrinking economy, Financial time, Reuters
(2023)

Employers, Employee, Candidates 

Urban Air Quality Assessment and 
High-Resolution Temperature 
Mapping

Non-experts rely on basic sensory cues to 
perceive air quality, such as visibility, smell, or 
feel; neighbourhood halo effect; 

Air pollution perception bias: Mismatch 
between air pollution exposure and perception 
of air quality in real-time contexts (2019)

Citizens, CEO of industries, Physicians, 
Public officers

Heat Forecast People don’t see heatwaves as a pressing issue. 5 things we’ve learnt about people’s 
experiences of heatwaves (2018)

Frail citizens (elderly, pregnant, children, 
chronic patients), Red cross and responders
Physicians, Public officers

Pre-training language model on 
Electronic Health Records

Incorporating Patient Preference 
Studies into clinical research and 
decision models

Black patients are more likely than White 
patients to be described in negative terms 

Electronic Health Record Notes May Be 
Perpetuating Biases (2022) Patients (various), Physicians, 

Medical institutions, Insurance companies 

Unsupervised topic detection in 
app reviews

Users’ feedback may be dismissed as biased 
or emotional rather than informative.

Topic modeling helps extract insights from 
user-generated content without manual 
labeling (Tushev, M., Ebrahimi, F., & 
Mahmoud, A. (2022).

Product managers, Data scientists, App users, 
Marketing teams

AI Personas
Personas might reinforce gender, racial, or 
occupational stereotypes if generated without 
bias control.

Synthetic personas in design can amplify 
demographic bias (Shin et al., 2024). Marketing teams, AI developers, End users

What categories are represented in your dataset?  Are any key typologies underrepresented?
How was the data collected? Could the collection method exclude certain information?

https://www.ft.com/content/de913edd-71d1-4a36-b897-091125596952
https://www.reuters.com/world/europe/germany-needs-greater-immigration-avoid-labour-shortages-minister-2022-01-11/
https://www.sciencedirect.com/science/article/abs/pii/S1353829223001661
https://medium.com/crisis-and-emergency-response-at-british-red-cross/5-things-weve-learnt-about-people-s-experiences-of-heatwaves-2ae6dd629dd9
https://www.oncnursingnews.com/view/electronic-health-record-notes-may-be-perpetuating-biases
https://dl.acm.org/doi/10.1145/3510003.3510201
https://dl.acm.org/doi/10.1145/3643834.3660729


Dataset Examination
1) Explore your dataset to identify potential stereotypes: 

Search for missing data or underrepresented variables and stereotypes in:
• sampling 
• data collection 
• labelling

2) Search for this information: 

3) Check for representation across different stakeholders and demographic groups. 
• Are there features that could unfairly disadvantage certain groups or individuals or cause risks or unwanted effects?
• Have you added features based on assumptions that might not hold for all data points?

(E.g., including a zip code as a feature in a model could introduce socio-economic or racial bias if specific zip codes 
correlate strongly with demographics).

4) Describe the possible impact on the project and outcomes

5) Identify actions to mitigate the identified biases. 
• Are your metrics fair? How does the model performance differ across various groups?

(E.g. if accuracy is your primary metric, but accuracy varies considerably between groups, then accuracy might not be 
the only metric to consider)

• How was the content created? 
• Why was the content created? 
• What do they count? 
• What do these data not tell us?

• Who created the content? 
• What is the content? 
• When was the content created? 



Data audit toolkit

https://playbook.datakind.org/playbook/articles/193

A Six-Step Playbook for Doing Data Science & AI for Good

• Identifying problems

• Understand the data

• Build proof-of-
concept models

• Implement models 
at scale

• Evaluate the 
project’s ethical 
implications 

https://playbook.datakind.org/playbook/articles/193


There is no single way of creating and using personas, neither in literature nor in practice.
Usually, with the exception of pastiche personas, personas are based on data and information collected 
about real people by using qualitative methods such as ethnographic interviews, open-ended survey 
questions, or contextual inquiries and field studies. 

In the last 15 years, a collection of large 
amounts of quantitative data (for 
example, from web analytics, social media, 
online customer data, and online surveys) 
together with machine learning techniques 
led to so-called digital data-driven 
personas (mainly used in marketing and 
customer research). 

So-called hybrid personas are created by 
utilising quantitative data from online 
analytics and qualitative insights. 

A. Holzinger, M. Kargl, B. Kipperer, P. Regitnig, M. Plass and H. Müller, "Personas for Artificial 
Intelligence (AI) an Open Source Toolbox," in IEEE Access, vol. 10, pp. 23732-23747, 2022

Creating personas

https://ieeexplore.ieee.org/abstract/document/9721903
https://ieeexplore.ieee.org/abstract/document/9721903


Design Personas for AI

A. Holzinger, M. Kargl, B. Kipperer, P. Regitnig, M. Plass and H. Müller, "Personas for Artificial 
Intelligence (AI) an Open Source Toolbox," in IEEE Access, vol. 10, pp. 23732-23747, 2022

STAKEHOLDERS MAP

https://ieeexplore.ieee.org/abstract/document/9721903
https://ieeexplore.ieee.org/abstract/document/9721903


Design Personas for AI

A. Holzinger, M. Kargl, B. Kipperer, P. Regitnig, M. Plass and H. Müller, "Personas for Artificial 
Intelligence (AI) an Open Source Toolbox," in IEEE Access, vol. 10, pp. 23732-23747, 2022

What categories are represented in your dataset?  
Are any key typologies underrepresented?
How was the data collected? 
Could the collection method exclude certain information?

https://ieeexplore.ieee.org/abstract/document/9721903
https://ieeexplore.ieee.org/abstract/document/9721903


What to search  know?
• Demographics: age, gender, geographical location of the users. 

Sources: social media analytics, website analytics, previous research, 
competitive research.

• Motivation: why are the users using our product? 
Sources:  previous research, competitive research, first-hand 
experience with users, scientific literature.

• Goals: short-term and long-term goals (personal/career), tasks and 
activities to reach them. Sources: the same used for motivation, 
psychographics, and skills.

• Skills: education, relevant skills and professional experience. Any 
technical skills as well as soft skills, services/systems already in use. 
Sources: previous studies, surveys, first-hand experience with our 
users, external research.

• Psychographics: personality types, values, opinions, beliefs, 
attitudes, activities, interests, lifestyles, etc. 
Sources: social media analytics, industry publications, blogs, 
academic research.

A. Holzinger, M. Kargl, B. Kipperer, P. Regitnig, M. Plass and H. Müller, "Personas for Artificial 
Intelligence (AI) an Open Source Toolbox," in IEEE Access, vol. 10, pp. 23732-23747, 2022

https://ieeexplore.ieee.org/abstract/document/9721903
https://ieeexplore.ieee.org/abstract/document/9721903


https://www.youtube.com/watch?v=fGTNZ7YMdCk 

https://www.youtube.com/watch?v=fGTNZ7YMdCk
https://www.youtube.com/watch?v=fGTNZ7YMdCk


A. Holzinger, M. Kargl, B. Kipperer, P. Regitnig, M. Plass and H. Müller, "Personas for Artificial 
Intelligence (AI) an Open Source Toolbox," in IEEE Access, vol. 10, pp. 23732-23747, 2022

Design Personas for AI

Kreitzberg, C.B., Little, A. Usability in Practice - The Power of 
Personas Microsoft Ignite, Volume 24 Number 04

Pruitt,J. & Adlin, T. The Persona Lifecycle: Keeping People in Mind 
Throughout Product Design . Morgan Kaufmann, 2006.

https://ieeexplore.ieee.org/abstract/document/9721903
https://ieeexplore.ieee.org/abstract/document/9721903
https://learn.microsoft.com/en-us/archive/msdn-magazine/2009/april/the-power-of-personas
https://learn.microsoft.com/en-us/archive/msdn-magazine/2009/april/the-power-of-personas


Design Personas for AI

Per every personas include: 
• A photo/portrait
• Short bio /demographic details
• Mindset: a brief description of the point of 

view (specific and characteristic of the person 
in relation to one or more aspects of the 
project theme
• Role, Tasks, values
• Work (tasks, workflows, context)
• Education/knowledge/skills

• Goals, values
• Relevant pain points and gains, motivations 

and barriers
• Attitudes towards technology/AI

A. Holzinger, M. Kargl, B. Kipperer, P. Regitnig, M. Plass and H. Müller, "Personas for Artificial 
Intelligence (AI) an Open Source Toolbox," in IEEE Access, vol. 10, pp. 23732-23747, 2022

CREATE THE USER PERSONAS

https://ieeexplore.ieee.org/abstract/document/9721903
https://ieeexplore.ieee.org/abstract/document/9721903


www.uxlab.it

TEMPLATEPersonas I one template

Fictional but 
realistic name

Date of creation or last update 
(yes: Personas must be updated)

Fictional but realistic photo based 
on data 
(thispersondoesnotexist.com) 

Role 

Difficulty: barriers that it 
faces or poses

A representative 
phrase of the 
character. 

Literacy/ confidence 
level with data e and 
tech relevant for the 
project (e.g. basic, 
intermediate, 
advanced/pro)

Short-bio: 
relationship with the 
main life/work 
context in which it 
acts (and object of the 
project)

Needs: necessity, 
difficulty s/he faces

Objectives: what s/he 
wants to achieve and 
why (motivations)

Aspirations: desired 
solutions

Difficulty s/he faces or 
poses

DATE

Quotation

Data literacy / digital skills
Photo

Name
Role

Socio-demographics

Short bio Needs Goals Barriers

http://www.uxlab.it/
https://thispersondoesnotexist.com/


Guarantee representation and diversity

- Diversity: inclusion of a wide range of perspectives, 
experiences, and identities (including race, gender, 
age, socioeconomic status, disability, culture, and 
more)

- Representation: visibility and inclusion of all groups, 
especially those historically marginalised. if you don’t 
count them, they do not exist. 

- Intersectionality: framework used to understand how 
various variables (ethnicity, gender, age, education, 
ability, and others)  intersect and overlap in more 
complex scenarios. 



Personas types

A. Cooper and P. Saffo, The Inmates Are Running the Asylum, 
London, U.K.:Macmillan, 1999.

Usually, when creating one Persona, not the whole person is described, but the focus is put only on relevant 
aspects (goals, needs, attitudes, skills…) and the specific context associated with these aspects. Personas 
usually encompass aspects such as context and environment, tasks and workflows, skills and knowledge, 
personal traits, goals, values, motivations but also frustrations. 

- Goal-oriented personas, distinguished from one another based on their different goals (Cooper, 1999). 
- Role-based personas, defined by their roles, (Pruitt et al, 2000)
- Scenario-oriented engaging personas, based on their individual characteristics, and their goals are based 

on these needs and appear only in the context of a specific scenario (Nielsen). 
- Pastiche personas, fictional portraits established on user data but entirely grounded on fictional 

characters from literature or film (Blythe).

To adapt the personas method to the context of HAII, additional aspects describing the user’s attitude 
regarding AI solutions as specifically relevant for personas for AI: 
- Trust (How much trust does the user have in the decisions/output of the AI system?)
- Acceptance (Does the user accept (and follow) the decision of the AI system?)
- Assent (Is the user willing to accept/use the support by the AI system?)



UX Collective. How to simplify the immigration application process — a UX case study, 2019. 

TEMPLATE

Example 
Desk analysis
+
Interviews 

https://uxdesign.cc/how-to-simplify-the-immigration-application-process-a-ux-case-study-2c404a421be7


Milanote.com

TEMPLATE

Example 



Dark personas
When designing, we are entirely focused on actions 
and behaviours we want to foster and support. 
But there will always be someone ready to use our service in 
unexpected and unwanted ways.



Synthetic personas
LLMs can be used to create Personas based on real or textual data.
- Advantages: speed, upgradeability, consistency.
- Risks: bias, stereotypes, lack of authenticity and empathic depth.

Empirical validity: 
the insights generated must always be validated with real users.
It must be used in a transparent, ethical and complementary way.

USE CASES
• simulates user reactions and 

feedback during brainstorming
• generate design ideas, anticipate 

usability issues, or suggest 
improvements.

LIMITS
homogeneous outputs, always 
requiring human supervision.

Pehar, F. AI as Synthetic Users in Human-Centred Design: A Systematic Review. 
2025 MIPRO 48th ICT and Electronics Convention, Opatija, Croatia, 2025,

pp. 1500-1509. doi: 10.1109/MIPRO65660.2025.11131969.



One size does not fit for all

Embrace and implement diversity. 

Create more personas to know in 
depth the diffent users and 
beneficiaries, varying on 
individual and contextual 
variables.



User personas comparison
. Collection

User Persona Comparison template

1. Use Personas with your team members 
and clients to deepen your user 
segments. 

2. Visually compare the user profiles 
created. 

https://app.xtensio.com/design/tqoaxg31


User personas comparison 
. Table 

1. Use Personas with your team members 
or clients to deepen your user 
segments. 

2. Condense your research and analysis 
to form an executive summary, 
highlighting the unique characteristics 
between the segments.

User Persona Comparison template

https://app.xtensio.com/design/tqoaxg31


Create your personas 
1. Starting from the Stakeholders 

analysis, identify the target   
2. Fill in the Personas portraits 

(one per profile).

!! 1 personas is not enough:
it is a conceptual and procedural 
error.

This will bring you to the 
Value proposition of the 

project



Summarise your Personas



How might we



Using “How Might We” Questions to Ideate on the Right Problems

How Might We (HMW for short) questions are used to inspire ideation and 
brainstorming solutions to a complex problem. Basically, they are design challenges 
framed as questions that we answer by generating ideas.

Problem Citizens find it dangerous to move around certain areas, in the evening...
 
Challenge (HMW) How might we increase the security of citizens?

Insight Citizens are unaware of the available resources and are disoriented about the 
actions to be taken.

Challenge (HMW) How might we guide citizens to «choose» reliable sources (or entries)?

How might we…? 

https://www.nngroup.com/articles/how-might-we-questions/


The so-called value proposition is a concise description of the unique value that the project can offer to 
meet the interests of stakeholders.
It explains how the proposed solution responds to specific needs and why it differs from existing alternatives.

ONE TEMPLATE

The [service] addresses  [target]
that [has/wants/live, miss … a specific 
problem/need] 
by [main distinguishing feature or 
capability of the service] and [other 
additional peculiar function],
to provide [the unique value] and 
[benefit for the target].

EXAMPLE

Sservice available via app,
designed to support university students and young 
workers (18-26) away from home in the search for a 
housing solution. In particular, the app offers a 
selection of housing solutions (e.g. apartments, 
studios, shared flats), described by peers, students 
and workers, to help those who do not know the 
city context. This way, people will be able to get to 
know the city and find the accommodation that 
best suits their specific needs.

Value proposition



Contacts 
Antonella Frisiello
. Researcher in Digital Ergonomics [LINKS Foundation]
. Adjunct Professor [Politecnico di Torino]
antonella.frisiello@polito.it

mailto:antonella.frisiello@polito.it


Additional resources



Test test test

https://medium.com/@userfocus/the-1-page-usability-test-plan-dbc8c3d7fb54

https://medium.com/@userfocus/the-1-page-usability-test-plan-dbc8c3d7fb54


Learn and apply

https://workshop.weallcount.com/

https://workshop.weallcount.com/


Learn and apply

https://www.undp.org/publications/guide-data-innovation-development-idea-proof-concept

https://www.undp.org/publications/guide-data-innovation-development-idea-proof-concept
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