
Clicks 
“Contact Us” 

Exits Site 

Linea 

Enters site using url
sees customer service number 

at the top of the page.
Browses Return Policy

Scenario: 
Linea is visting the site and is looking for a return polity and wants to find a customer service number.

Persona 3: Linea
39 Year Old Mother of three girls ( 2, 5, and 8) 
Cares about education and sends her kids to the best public school in 
Brooklyn 
“I am proud that I send my children to public school!”

Linea grew up in a working class family in Buffalo, NY. She has always 
loved engineering and science and she has a PhD in Mechanical Engi-
neering from Cornell University and is working as a consultant for an 
architecture firm in the Bronx. She loves showing her children how stuff 
works, but wants them to create learning experiences of their own. She 
is afraid she is too controlling of their activities and wants some DIY toys 
that can help them learn and become curious. Linea struggles to pay for 
toys, not because they are expensive, but finds most of them to be 
cheesy and limiting.

What she needs from an online store:

- a store that is aware of how busy she is 
- easy access to customer service 
- product reviews 
- success stories and showing the product in context 
- product material list - she wants to know where these toys came from 
and if the materials are safe and environmentally friendly

Linea’s Go-to Brands for Kids Toys: My kids did not have toys, we made 
them from objects that we found in the yard or around the house.

Linea’s Channels: Mac Book Pro, iPhone, iPad

Pain Points

- too many clicks to get to a checkout 
- logging in is way to complicated on most sites 
- hates paying a high price for crappy quality 
- no emotional connection to the products or brand
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