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About this deck

What is it?

Personas are a tool for designing services based on user needs. This pack of 24 personas is designed to help you
understand the needs, experiences and barriers of people experiencing digital exclusion.

Why did we create it?

The persona pack was created as part of LOTI's Mapping Digital Exclusion project. The work builds on initial
persona research carried out at Westminster and then tested and validated across four other inner and outer
London boroughs. The personas have been used to provide a deeper insight into the user needs of the key digital
exclusion group demographics that can be identified using LOTI's digital exclusion map.

Who should use it?

Anyone designing digital exclusion services or interventions in London can use these personas to better tailor their
service offer to the types of needs that their users may experience.

Methodology:
The full methodology for developing the personas can be found in the Mapping Digital Exclusion toolkit.

Note: Personas are archetypes and a design guide but are based on research carried out and validated across the
five borough partners. Boroughs may want to carry out a validation exercise in their organisations and use the
detailed guidance including templates in the Mapping Digital Exclusion toolkit.



https://loti.london/projects/cif-data/
https://gisportal.london.gov.uk/portal/apps/webappviewer/index.html?id=7496d64d8a2949edb97fc13268fa7920
https://docs.google.com/document/d/1GSByTNfYJ_ACIkTwSHBiNN2cn0PqszElJ4bL-3oB5Vc/edit?usp=sharing
https://docs.google.com/document/d/1GSByTNfYJ_ACIkTwSHBiNN2cn0PqszElJ4bL-3oB5Vc/edit?usp=sharing

User group:
Low-income family

Persona:

Mum of 2 children
(under 5) with no
laptop

Lodi

Natasha

Age: 33

Status: Mum of two
children (under 5) with
no laptop

Bio

Natasha has 2 children, a boy and a girl who are 4 and 5 years
old and is separated from the children’s father. She is not
employed at the moment as her son aged 4 is not in full
time education and she is waiting to apply for jobs until he
starts school. She is studying to be a Teaching Assistant at
the moment and will be starting the training this month.
She has been served with an eviction notice and will be
evicted at the end of the month so she is desperate to find a
new property. She has an eating disorder and is depressed —
both of these have been exacerbated by COVID and her
housing situation. Her benefits have been capped and she
spends 90% of her income on rent.

Needs & Goals Frustrations
- A'laptop so that her children | - She does not have a laptop at
can access lessons online, do home so her children were not able
homework and play to access the online lessons
educational games provided by the school
- Digital skills and confidence - She lacks confidence generally
as well as self confidence in and doing tasks beyond the basics
order to be better able to e.g. searching for jobs, internet
access employment shopping, social media
- She can not afford broadband at
the moment
- She is moving house so she would
not install broadband at the
moment even if she could afford it

“With looking for jobs I'm old
school, | wouldn't apply for a

job online, | wouldn't feel

confident, if | had face-face

training then | would but
not by myself”

Digital Inclusivity

Access
Connectivity
Digital skills

Attitude

Digital skills to be
learned

Foundation

Life

®@® O

Work

Behavioural Stage
1. Pre-contemplation

2. Contemplation @
3. Preparation

4. Action

5. Relapse

6. Maintenace



User group:
Low-income family

Persona:

Mum of 12-year-old
who recently received
a laptop

Lodi

“Before | worked with an agency
Bio and worked 2 days and my
daughter would stay with her
father, but since my husband's

L|na |IV€S Wlth hel’ hUSband and fOUI’ Chlldren aged 20,18,16 brothers passed away he has
and 12. Her husband has severe mental health issues which gotten worse so | cannot leave him
were exacerbated by both of his brothers dying from Covid now, | am scared to leave him. |
-19. He is also has physical health issues which means that he wish | could as it kel S
. : . . \ my mood but my family comes
is unable to work. Prior to the deterioration of her husband's firet?
mental health she was working two days a week as a
teaching assistant which she loved. She is now a full time g _.
carer to her husband and receives Carers Allowance and Digital Inclusivity
Universal Credit. Relying on benefits means that money is Access
" : e
very tight and she was not able to afford a £30 winter coat. —
During lockdown she was not always able to get out and Conic v
received food parcels from the local church. Digital skills
Attitude
s
Digital skills to be
; learned
Needs & Goals Frustrations
Foundation O
- More free time to be ableto | - Her main barrier is time to use the Life ®
pursue activities which internet. The only ‘me time' she has
appeal to her such as getting is a daily walk. The rest of the time Work ®
a job, connecting with the is devoted to caring for her
local f:ommunity and doing a husband and children Behavioural Stage
creative course
- To make her money go 1. Pre-contemplation
further by shopping around 2 Gontemplation @

for utilities and other items
3. Preparation

4. Action
5. Relapse

6. Maintenace



User group:
Low-income family

Persona:
Mum with 17year-old

Lodi

Lisa

Age: 59

Status: Mum of a 17 year
old child who'recently
received a laptop

Bio

Lisa is 59, has five adult children and lives with her 17
year old daughter Charlotte* who has PTSD from
witnessing her father abuse Lisa. They had to move
to London from Leeds to escape the abuse. Charlotte
is studying art at a local college and was given a
laptop by the Early Help team a week before the
interview. As well as caring for her daughter Lisa also
cares for her 92 year old dad who lives in Kent. Lisa is
unemployed at the moment and does not feel that
she can work due to her caring responsibilities. She
is a yoga teacher and would like to practice again
once her life becomes more settled. She has a
smartphone with giffgaff and she shares data with
her daughter who uses it on the laptop.

Needs & Goals

- Basic digital skills
training to be able to use
the internet for basic
activities such as
completing an online form
for the gym

- Develop her yoga
practice as she knows that
she will need an online
and social media presence
in order to achieve this

- Help to set up the
business and interact
digitally with customers

Frustrations

- Her main barrier is her
negative attitude to the
internet and devices that
use screens.

- She does not like using
screens.

- Lacks the skills to
undertake tasks which are

more complex than sending

emails or basic searching

“We have no choice but to
make an effort with
technology and use it. |
understand it is the way of

the world now, but it doesn’t

necessarily speed up or
improve communication”
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User group:
Currently receiving
services

Persona:

Year 10 child who
received a laptop

Lodi

Bio

Aziz lives with his mum Aisha, dad and two younger
children aged 10 and 7. He enjoys playing the guitar,
playing computer games and hanging out (virtually
and face-to face). Aisha is currently attending a
course on functional skills and her husband is a part
time carpenter. The family have very little disposable
income. During the first lockdown Aziz was not able
to do his school work because he did not have
access to a computer. This resulted in him falling
behind the rest of the class and he is now playing
catch up. Aziz is diabetic and has asthma and
contracted Coronavirus in May and has anxiety
about going to school and catching the virus again.

Needs & Goals Frustrations
- To be able to do his - The extra £20 per month is
homework and prohibitive for higher speed
schoolwork during the broadband
Covid-19 pandemic - The laptop prevents
- To be able to use the certain apps being
laptop for a wide range of downloaded which reduces
entertainment and the ability of the device to
socialising purposes be used for entertainment

purposes

“When | went back to school in
September, most of things they

spoke about in lessons they

would say ‘This is some of the

stuff you would have done
during lockdown' but there was
a lot that | had not done as |

didn't get to do a lot of it” Aziz
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Bio e - .
“English is not my first

Anita is 53 and lives alone in a flat that is riddled with damp. language..| am better

Her native language is Spanish and her verbal and written
English are understandable, however, she feels that she has
been discriminated against due to her language skills and
being digitally excluded. She is currently experiencing
depression following the recent death of her father. She has
arthritis which means that she becomes physically tired and

speaking in person than in
application forms”

is unable to work full time. She cares deeply about her Digital Inclusivity
community and has previously been involved as a patient Access
representative on mental health boards which she received O
expenses for. She also helps her local MP with political ety

User group: campaigns. She struggles.finar'wcially, 'relying on Universal Digital skills

Unemployed People Credit. The closure of the libraries during lockdown meant
that she was often unable to connect with the communities Attitude

she was involved in such as patient involvement groups who

Persona: met via Zoom.

Difficulty with English Ligital skiils to e

learned
Needs & Goals Frustrations
Foundation O
- A'smart phone, laptop and - Poor digital skills Life ®
broadband so that she can - Has to go to neighbours house to
operate effectively in a digital use their laptop and access the Work O]
world internet
- To get a job so that she can - Poor written English, has missed Behavioural Stage
- contribute positively to out on opportunities where she has
s’ society and support herself felt she is more qualified than 1. Pre-contemplation
: ; - financially others )
Amt.a B - -Toconnect with others in - Discriminated against in the & SRIEHIRIAReE @
Age: 53 J the community to socialise digital world - video calling a barrier 3. Preparation
Status: Ul v and perform civic duties e.g. to effective communication due to % AEGER
! difficulty represent patients on her poor English '
' healthcare boards 5. Relapse
6. Maintenace
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User group:
Unemployed people

Persona:
Lacks digital skills

Lodi

Richard

Age: 56
Status: Unemployed &
lacks digital skills

Bio

Richard is 56 years old and lives with his three daughters
who are aged 17,16 and 13. He separated from the
children’s mother four years ago. Richard came to
London from Portsmouth in the 1980s to attend a drama
school. He has had a few acting jobs including for the
Royal Shakespeare Company. When he is not acting he
tends to do odd jobs such as painting and decorating to
make ends meet. He has not been able to get any acting
jobs since Covid 19 and the other jobs he used to use to
supplement his income have dried up so he is currently
living off Universal Credit. He spends his spare time
writing scripts for shows and has written his own solo
show which he has performed. He wants to get a job,
however he feels that he lacks the computer skills that
he thinks employers want.

Needs & Goals Frustrations

- To be able to get a job
which may require more
advanced digital skills
such as proficiency in
Microsoft business
programmes e.g.

- He has some reluctance to
join the digital world as he
often finds his experiences
online frustrating

- He recognises that he will
only get better at using the
PowerPoint computer if he practices,

- To be able to produce however he is reluctant to
effective applications for do this

jobs

“I would say | feel very
analogue in a digital world.

I'm trying to digitalise myself
but it's not easy”

Digital Inclusivity
Access
[——
Connectivity

Digital skills

Attitude

Digital skills to be
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Life ®
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“I haven't got any computer,
| have a traditional
old-fashioned phone and my

Bio

landline, that's my only form

Delaisay lives alone in temporary accommaodation. R ®
of communication”

She spent her 75th birthday in hospital. She has
multiple health conditions and requires regular
hospital and GP treatment. The Covid-19 epidemic
has resulted in her having many consultations

Needs & Goals

- She would like to video
call her family to feel
more connected to them
- She would like to be
able to have more
interaction with others in
her community as she
feels quite isolated

User group:
65+0s with
needs

Persona:

Multiple health
conditions requiring
GP and hospital
appointments

us: Has multiple health

Lot i

cancelled, leaving her feeling traumatised.

Frustrations

- She gets dizzy and
headaches when using a
computer screen

- She ison a low income,
living on a state pension
and believes that
broadband will be too
expensive for her

Digital Inclusivity
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User group:
65+06s with
needs

Persona:

Recently bought a
Smartphone

Lodi

Carol

Age: 67 ‘
Status: Recently bought
a Smartphone

Bio

Carol lives on her own. She recently retired from
teaching. She bought a smartphone during the
first lockdown and it has revolutionised her life,
increasing her connectivity with others and to the
world at large, broadening her access to
information and entertainment and increasing her
confidence in using digital services.

Needs & Goals

- To use price comparison
sites to save money

- To be confident enough
to use online banking

- To be able to access
digital content in the
future — she expects to use
the Digital Library Service
when she is unable to use
the libraries in person or if
her eyesight gets worse

Frustrations

- She lacks confidence in
her own abilities to use the
internet for tasks more
complicated than
communicating with
others

- She prefers face to face or
telephone communication
where possible (except with
consultants)

- She would rather do

things in person than online

“I have been able to go to
church all over the world
with the capabilities of

Digital Inclusivity

Access
Connectivity
Digital skills

Attitude

Digital skills to be
learned

Foundation
Life

Work

Behavioural Stage
1. Pre-contemplation

2. Contemplation

3. Preparation

4. Action

5. Relapse

6. Maintenace

zoom. |'ve gone from little
connectivity to global
connectivity in a few weeks

n

O®O



Bio “| was taught how to use a

computer, but after looking

after my husband 24 hours a

day | just forgot about it and
how to use it"

Paari is 75 and lives alone following the death of her
husband who died last year. She was his full time
carer up until he died. She is isolated as she has no
family in England and her son who lives in
Switzerland has been unable to see her due to
Covid-19.

Digital Inclusivity

Access
Needs & Goals Frustrations (aEEE—]
Connectivity
) i—-—-o-Vo-————|
User g[ou P : - Basic digital skills - She finds it difficult to Digital skills
65+0s wi t h training with an easy to remember how to use Amtude—
needs read instruction manual digital devices and needs 3
on how to use it regular training and clear
- Access to information instructions on how to Digital skills to be
Persona: online about community perform basic tasks such as learned
Isolated events such as walks and email and WhatsApp
trips she could join - She does not own a laptop Foundation ®
- The opportunity to learn nor does she have Life ®
a language in addition to broadband
Work O

English and German

Behavioural Stage
1. Pre-contemplation

2. Contemplation @

3. Preparation

4. Action

Status: Lives alone and
is isolated

5. Relapse

6. Maintenace
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User group:

65+0s with

needs
Persona:

Living on an income
under £11,500

Lodi

Eric

Age: 81

Status: Living on an
income under £11,500

Bio

Eric is 81 and lives with his wife in a block of flats. Their only
income is their state pension. Eric has never used the
internet and does not know what the benefits of having the
internet could be for him. His children are going to have
broadband installed imminently.

Needs & Goals

- Being able to have video
calls will enable him to better
connect with his children

- Having video calls with the
GP and hospital consultants
to better explain his
conditions

- Online food shopping and
online banking might
become a more attractive
proposition if Eric and his
wife become mobility
impaired

Frustrations

- Eric is not at all interested in the
internet

- He does not know how the
internet could benefit him or what
it would enable him to do that he
doesn't do at the moment

- He feels that at his age he doesn't
need it and that anything he does
need will be provided by his wife or
children

- He feels he is too old to start
learning new hobbies or getting
more connected to the community
- He is resistant to the idea of
changing his utilities because of
the perceived hassle involved

“l cant tell you what | might
use the internet for because

| don't know what it can do.
When | get it | will tell you”

Digital Inclusivity

Access

Connectivity

Digital skills

Attitude

Digital skills to be
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User group:
Disabled

Persona:

Carer of daughter with
a learning disability

Lodi

Bio

Ivy is a carer for her daughter Anne who is 52 and has Autism
and epilepsy. Before lockdown Anne who is non-verbal
attended a day centre which she loved. Due to Covid the
centre was shut which caused difficulties for Anne and lvy.

Needs & Goals

- Anne needs to receive more
engaging activities virtually
during lockdowns

- lvy needs respite care so
that she can have some time
to herself

- lvy needs to be able to
connect with other carers to
help meet her social needs

- lvy needs help to use the
laptop

Frustrations

- lvy prefers face-to-face
communication where possible as
she is sociable and well connected
in the community

- She lacks confidence in her
abilities to use the internet for
things she has not done before e.g.
internet banking or grocery
shopping

- She does not want to shop around
to get better deals on her utilities
because she is happy with the
service she currently receives

“At my age | like to go in
somewhere and speak to

somebody. I'm a hands-on

person. I'd rather deal with

someone face-face rather
than use the internet”

Digital Inclusivity

Access

S —
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Digital skills

Attitude
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User group:
Disabled

Persona:
Hearing impairment

Lodi

Bio

David is 49, lives alone in supported housing and
has a hearing impairment. He lost his job working in
a hotel, greeting customers and laying out cutlery
during the Covid-19 lockdown which he got through
his Council's Employment services.

Needs & Goals

- He needs 1-2-1 ongoing
help to develop his digital
skills

- To become more
confident with digital
interactions

- To connect more with
others including his
family via video calls and
get a partner

- Help with spelling to
improve his confidence in
written communication
including emails

Frustrations

- David does not see himself
as a computer person and
prefers more visceral ways
of connecting to people

- He is worried about his
lack of digital skills and fears
getting things wrong

- He is also worried about
being scammed

- He sees the benefit of
being more digitally
enabled and would like to
do internet banking and

shopping

“I'm a little bit wary of the
internet as I'm not sure

when to press the right
button. It can be very
confusing”

Digital Inclusivity

Access

Connectivity

Digital skills

Attitude

Digital skills to be
learned

Foundation

Life

®@®O

Work

Behavioural Stage

1. Pre-contemplation

2. Contemplation @
3. Preparation

4. Action

5. Relapse
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User group:
Disabled

Persona:

Has a mobility
impairment

Lodi

Bio

Mariana is 40. She was diagnosed with MS at 21 which affects
her mobility and has little use of her left leg and needs to use
crutches to get around. She is also blind in her left eye and
has IBS which means she needs to carry a spare set of

clothes with her.

Needs & Goals

- She needs a lighter device
such as a tablet when sheis

1 out of the house as her

laptop is difficult for her to
travel with due to the weight
and her lack of mobility

- She needs faster broadband
to be able to effectively
communicate with friends
and family at home and
abroad

Frustrations

- Her main barriers are having slow
broadband and not having a tablet
- She lives on a low income and is
unable to pay for a tablet

“I'd like a tablet but | can't
afford it right now. When

you have a laptop it's a lot
more difficult to carry, a
tablet can just go in your

bag and it's not as heavy”

Digital Inclusivity

Access
Connectivity

Digital skills
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Attitude
]
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User group:
Homeless

Persona:
Street Homeless

Lodi



