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What is a “persona?”

• Personas are an archetype representing the 

needs, behaviors and goals of a particular group of 

users.
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• Find information

• Analyze it

• Decide if it is useful

• Act on it

• Save/Archive it

Common website tasks
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• They can be a touchstone for making decisions 

about what to include on your site and how best 

to present it.

• They allow you to empathize with your users.

• They are a reminder of who you are writing and 

designing for.

How are personas useful?
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• Keep in mind these personas are approximations of your 

audience – not as a definitive checklist of things to do. 

• Not everything included will apply to your Web pages, and 

some things will almost certainly be left out. 

• You will have to identify the specific needs of your 

audiences and use your judgment about what content to 

include and omit. 

• These personas are only a starting point designed to 

provide you a framework for making editorial and design 

decisions

How are the personas not useful?
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•  Personas help designers and writers focus on content 

efforts and website improvements that benefit 

everyone.

• Focus is on common user behaviors (at the higher 

level), that can help to show tasks at the more specific 

level.

• Focus on traits that are typical of a broad range of 

users, while still allowing them to relate to users as 

individuals.

How does it help me?
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•  Information Consumer

• Information Intermediary

• Information Interpreter

EPA’s three personas
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• Everyday people who are interested and aware 

of environmental issues, but rarely have deep 

subject knowledge. 

• Concerned primarily with the safety

of their families and communities. 

• Want to learn how they can help protect the 

environment.

Examples: concerned citizen, k-12 educator, k-12 student

Information Consumer

9



• Often have a specific tasks to perform, like 

finding local information on a specific topic.

• More willing to browse and be guided than 

other user types.

Examples: concerned citizen, k-12 educator, k-12 student

Information Consumer con’t…
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Information Intermediary

• These well-educated people are more familiar with 

EPA, usually because they are engaged regularly with 

the Agency via work-related tasks.

• They are not necessarily experts in environmental 

topics, but through their work duties have developed an 

increased level of knowledge about environmental 

issues and EPA policies/processes. 
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Examples: (media, NGOs, librarians, local/state/federal 
government, business/industry



Information Intermediary con’t

• Their needs are more targeted and so they are

less likely to browse. Some members of this group 

spend their time gathering information for others, often 

across different topics, to pass along “as-is.”

• They may need some assistance but are generally well-
informed about issues and terminology. 

• Quick, direct access to information is important since 

they are often pressed for time.
13
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Information Interpreter

• These users are experts in a particular discipline, 

versed in a specific technical language and engaged 

with EPA on a professional level through the lens of 

their discipline. 

• They are adept at understanding the minutiae and

complexities of technical information and are often 

relied upon to translate that information to others in lay 

terms. 

15

Examples: scientist, lawyer, college/grad educator, 
consultant



Information Interpreter

• They or their clients often use the information they find 

to make decisions with legal, political or environmental 

impact, and the level of accountability is high. 

• Since they are experts they do not need much hand-

holding on the issues, but they do need to find

information on a wide variety of topics very quickly.
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Putting them to work…..
1. What is the specific purpose of the web site? (examples below)

– Provide information about brownfields, which supports land 

restoration strategic goal 

– Change behavior to improve clean air or clean water 

– Make it easier to apply for a job at EPA 

2. Choose 1-3 audience(s) for the site. When developing the 
site, ignore the other audiences.

– Researchers/Scientists/Application Developers/Consultants

– Concerned citizens/students 

– Regulated Entities, Businesses, Industry

– Kids

– Enviros, nonprofits, NGOs, community organizers, Educators 17



Putting them to work con’t…..
3. Pick the persona that most closely matches your primary 

audience. (concerned citizen, k-12 educator, k-12 student)

4. Identify the top goals/tasks/questions/information needs of 

your identified audiences and construct information to match 

their needs. Use the persona information for clues on how to 

write to your audience, what they want, and how to structure 

your content.
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Putting them to work con’t…..
5. Identify content needed to meet the information needs of your 

audience in the manner they want it. (fact sheet, check list, 

tips, “plain english guide to…”) Design site to get audience 
information needs to them as quickly as possible.

6. Think about what you can maintain. 
• Federal web sites have requirements for current, accurate and 

timely. 

• Be realistic. 

• Content needs to be governed with regular care and feeding. 

– Don’t duplicate content from other EPA sites and other federal web 

sites. Link to it instead. 19



Putting them to work con’t…..
7. Evaluate any existing content on the subject according to the 

criteria below.

• For each piece of content review and decide:

___Does it relate to the site’s purpose?

___Is it for identified audience?

___Do people use it now?

Use maxamine reports 

Search Requests 

8. Rewrite content for the web
– Rewrite to consolidate duplicate content (Basic info, FAQs, Introductions)

– Rewrite to better match the audience

– Identify information gaps that need to be filled

Post content in a single format. Don’t post multiple versions of the same content.
20



Example site…
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Putting them to work…..

1. The specific purpose of the web site is to tell folks 

why and how to compost.

2. Audience is concerned citizens/students.

3. Persona is Information Consumer.

4. Top tasks are: (from Maxamine Traffic stats)

• Creating your own compost pile 

• Learning the benefits of composting

• Learning basic info on organic materials and what to compost or 

not
22
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Putting them to work…..

5. Make the more popular items more prominent.

6. Consider removing the extra navigation.

7. Consider removing unpopular pages, such as 

“Compost Use on State Highway Applications,” 

which is not for this audience. 24



Putting them to work…..

8. Consider using just the boxes (instead 

of all of the text) on the In/Out list on 

the Basic page. Because this 

audience likes checklists/takeaways.

9. Consider combining the FAQs and 

Environmental Benefits content since 

they are similar and this audience 

wants a solid overview on this topic.
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Susan Fagan
Office of Environmental Information
Phone: 202-566-2021
Email: fagan.susan@epa.gov

For More Information
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