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Tactic: Persona
Define and talk to the exact targeted client, to 
increase conversion with the same dollar spent on 
marketing
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What is ‘Persona’?

Action Plan on ‘Persona’

Why ‘Persona’?

A ‘Buyer Persona’ (or ‘Persona’) is a fictional 
representation of your ideal customer. It is based 
on real data about customer demographics 
and behavior as well as informed speculation 
about their personal histories, motivations and 
concerns. The Persona captures the type of 
person with an incredible need for your product 
and a love for your company; the person who will 
remain a loyal client and share their enthusiasm 
about your business with all of their friends. The 
description of your Persona includes your target 
audience’s fears, problems, stumbling blocks and 
favorite places.

You develop the Persona based on your real 
knowledge of your customers, crafted from 
specialized interviews you conduct with your 
real buyers. 

During this Action Plan, you will be building 2–3 Personas for your product / service / solution,  
based on:

• Your existing information about the characteristics, problems, needs, dreams and behaviors of 
your customers; 

• Information collected during interviews you will be performing with your customers. 

The result of this process will be such a detailed description of your Persona that she will get a 
name and a picture! 

You will develop your customers’ buying journey map, and you will have a rock solid foundation for 
targeted marketing content.  

The Persona helps you address the right people, 
in the right way, in the right place. You will 
target your potential customer so well that you 
will dramatically reduce wasteful spending on 
ineffective marketing. 

You develop Persona to identify the forms of 
messaging which will convert the right people 
into leads, and leads into customers. This 
technique is becoming common best practice, 
especially in online marketing. 

You will be able to:

• Better define your targeted customer;

• Determine what kind of content / message 
you need to create;

• Set the tone, style, and delivery strategies 
for your content;

• Understand where your potential 
customers (buyers) are and how to deliver 
your information for better reach and 
consumption. 
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Time: 10 min

Responsible: _____________________________________________________________________
  (business owner)

Cost: zero

Action 1 - Identify the real people behind your 
Persona

Step 1 Write down one product / service / solution (called ‘Solution’ from now on) you want to work 
on during this exercise. Note: You will have to repeat this exercise for all your types of Solutions.

Step 2 List 10 customers you sold to recently (if you sell B2B*, list the name and position of the 
person from each company that bought from you as well as the company name):
[*B2B stands for Business to Business; i.e. selling to businesses as opposed individuals]

Your Solution: ______________________________________________________________

_________________________________________________________________________

_________________________________________________________________________

Example: Marketing Lens™ Growth Program (this is the Solution sold by Tooliers®)

01 ______________________________________________________________________ 

02 ______________________________________________________________________

03 ______________________________________________________________________

04 ______________________________________________________________________

05 ______________________________________________________________________

06 ______________________________________________________________________

07 ______________________________________________________________________

08 ______________________________________________________________________

09 ______________________________________________________________________

10 ______________________________________________________________________

E.g.: John Smith, Owner of ABC Company Inc.

Tactic Persona / Action 1 / Page 1/2
Identify the real people behind your Persona

If you have challenges in listing 10 customers, you need the Action Plan on Client 
Knowledge.
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Step 3 Pick the best customers from the list 
in step 2. Choose two customers that you 
would most prefer to serve again. Use any of 
the following reasons to make your choice 
(use whatever makes the most sense for your 
business):

Step 4 Finish this sentence: 
‘My ideal customers are ________________________________ and _____________________________.’
[Enter the names of your two best customers from the 10 existing customers listed in step 2. Write 
down their real names. If you sell B2B, write the name of the person who made the decision to buy 
your Solution and the company name.]

• Most profitable
• Least work involved to serve them
• Easiest / quickest to acquire
• Biggest problem to solve
• They love your Solution
• You simply like them
• Other __________________

Now you know two specific ideal customers. You want to attract more of such 
customers. Next you will be identifying characteristics of the customer you want to 
attract, by keeping in mind the two specific customers from step 4. 

Tactic Persona / Action 1 / Page 2/2
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Time:

Responsible: _____________________________________________________________________
  (business owner / marketing person)

Cost: zero

20 min

Action 2 - Start developing your Persona
Step 1 Describe the two customers selected in the previous step, by filling in the information in the 
table below.

Characteristics

Name of Customer 1: 
[enter name]

Name of Customer 2:
[enter name]

BACKGROUND:
Basic details about Persona’s role

Key information about the Persona’s 

company

Industry (if B2B)

Relevant background info, like 

education, hobbies, sports

DEMOGRAPHICS or 
FIRMOGRAPHICS:

Gender

Age Range

Income / Revenues (B2B)

Geographic location

Urbanicity 

(urban, suburban, or rural)

How they spend their free time

Tactic Persona / Action 2 / Page 1/4
Start developing your Persona
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Characteristics

Name of Customer 1: 
[enter name]

Name of Customer 2:
[enter name]

IDENTIFIERS:

Buzz words

Mannerisms

Clothes / dressing style

Do they buy on price or value?

Values (e.g.: environmentally 

conscious activists)

INDUSTRY SPECIFICS: (list below 

the characteristics that matter for 

your industry in particular) 

E.g.: Early-adopter vs. apathetic 

towards technology

Tactic Persona / Action 2 / Page 2/4
Start developing your Persona
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Step 2 Finish the sentences in the table below for each of your two preferred customers.  

When you answer, keep in mind the two customers from the previous step. If you don’t have the 
answers, just guess (you will come back to this later on). 
[If you need inspiration, see the example table that follows, based on two ideal but different clients 
who use the same Solution: Marketing Lens™ Growth Program.]

Complete this 
sentence

Name of Customer 1: 
[enter name]

Name of Customer 2:
[enter name]

Would say they are 

lacking in ...

They are lacking these 

because ...

Have a strong desire to ...

They are not very good 

at ...

They do ... instead of what 

they are not good at

Have a fear that ...

Are being held back by 

the belief that ...

Tactic Persona / Action 2 / Page 3/4
Start developing your Persona

Time:

Responsible: _____________________________________________________________________
  (business owner / marketing person)

Cost: zero

20 min
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Complete this 
sentence

Sam, Owner, IT support & 
development services

Chris, Managing Partner, Law 
firm

Would say they are 

lacking in …

A multitude of customers Good clients

They are lacking these 

because …

They do not market their Solutions They take any client that wants their 
services

Have a strong desire to … Grow his business Get more time for himself outside 
business

They are not very good 

at …

Marketing. In fact he has no idea how 
to start and what to do. He did 3 
Facebook ads with zero results, so he 
now believes Facebook is all hype, no 
benefits

Understanding the value of the 
client. 
Deciding which client is good and 
which is bad. 
Quantifying his profits per client.

They do … instead of 

what they are not good 

at

Ignores what they are not good at.
Does same old marketing and gets zero 
results.
Asks his salespeople to make more cold 
calls.

He works too much. 
Serving the firm’s clients. 
Checking and improving the work of 
his other lawyers.

Have a fear that … He has no time to allocate to better 
marketing.
If he pays people to perform marketing 
activities, he will lose that money.

He can’t get the lawyers working for 
his company to improve the quality 
of their work, to write blogs, to bring 
clients in, because if he does, those 
lawyers will leave, and he will not be 
able to deliver to his clients. 

Are being held back by 

the belief that …

You need salespeople to make those 
calls and sell. 
If the salespeople hit someone that 
needs IT support services, the customer 
will buy right away. 
He can’t get involved in marketing 
because he lacks time for this. He needs 
to run his business, not to think of 
marketing content and messages. 

Lawyers are a difficult breed, so he 
will not be able to replace his team 
with better lawyers. 
He is the only one who can bring 
clients in as well as oversee delivery. 
He has no time for anything else. 

Example based on two preferred customers of Marketing Lens™ Growth Program:

Tactic Persona / Action 2 / Page 4/4
Start developing your Persona

So you have sketched two Personas for a key Solution of yours. This is great for now. 
If you are advanced in your marketing, go further and develop 20 Personas for each Solution. 
Next, you will be working on Negative Persona, those customers you don’t want to 
serve.
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Time:

Responsible: _____________________________________________________________________
  (business owner / marketing person)

Cost: zero

20 min

Action 3 - Identify the Negative Persona

Tactic Persona / Action 3 / Page 1/4 
Identify the Negative Persona
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Step 3 Describe the two customers selected in the previous step, by filling in the information in the 
table below.

Tactic Persona / Action 3 / Page 2/4
Identify the Negative Persona
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Action 4 - Customer interviews
You will be interviewing 10 of your customers. 

[Choose 10 customers you have easiest access to, and who you can have a 15-minute 
conversation with. There is no link between the 10 customers you wrote in Action 1 and the 
customers you choose for your interview. Feel free to choose randomly.]

Tactic Persona / Action 4 / Page 1/4
Customer interviews
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Tactic Persona / Action 4 / Page 4/4
Customer interviews

Step 2 When a potential customer decides not to buy from you, ask them why. Make this a 
continuous task for your sales force / customer representatives / people who interact with potential 
customers.

Time:

Responsible: _____________________________________________________________________
  (business owner / marketing person / all staff in direct contact with customers)

Cost: zero

continuous
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Time:

Responsible: _____________________________________________________________________
  (business owner / marketing person)

Cost: zero

30 min

Action 5 - Develop Persona

Tactic Persona / Action 5 / Page 1/7
Develop Persona
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This is Mike, Fussy Consultant, another
Persona for Marketing Lens™ Growth Program.

Repeat this process multiple times to develop more Personas if you feel you need more. Only 
develop more if you are an experienced marketer. For the early stage in targeted marketing actions, 
stick to a maximum of 3 Personas.

Congratulations, now you’ve really nailed it down! You have zoomed in on 3 specific 
customers. Next you will go after them…

Step 6 Find a picture for each Persona.

Tactic Persona / Action 5 / Page 7/7
Develop Persona
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Action 6 - Design the Persona’s Journey Map

Time:

Responsible: _____________________________________________________________________
  (business owner / marketing person)

Cost: zero

20 min
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Step 6 List the reasons your Persona should believe they can achieve their priorities by purchasing 
your Solution. Include facts. Think of the results achieved by others who bought your Solution. 

Proof Points:

01 ______________________________________________________________________ 

02 ______________________________________________________________________

03 ______________________________________________________________________

E.g. Sammy, the owner of hotel, restaurant & spa, saw an increase of 30% within a month of 

enrolling in Marketing Lens™ Growth Program.

Tactic Persona / Action 6 / Page 5/5
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Action 7 - Set the foundation for marketing 
content creation

Time:

Responsible: _____________________________________________________________________
  (business owner / marketing person)

Cost: zero

10 min
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See next page how you can double and 
even triple your business within months. 
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“I wanted to grow my own 
consulting business further, but 

didn’t know how. 
Once I figured it out, I created this 
program, so you don’t have to go 
through the same struggles I did.”

OZANA GIUSCA, FOUNDER & CEO TOOLIERS®

Join Marketing Lens Growth Program on Tooliers.com 
(www.tooliers.com/growth-program/) 
and gain access to experts who will answer any question you have. 

Get a second opinion from experts on the work you have done on this tactic, plus any other 
business challenge, for only $149 per month.

What you get: 

Marketing Lens™ Diagnosis: diagnose your current marketing activities, discover what  
you need to focus on, and identify which tactics to work on.

Action Plans: deal with one marketing tactic per month, broken down into step-by-step 
actions. The tactics you work on address the areas in which your business needs the most 
improvement.

Interactive Webinars: once a month, receive personalized training from world-class Business 
Growth Experts. Each month we delve into one specific topic (growth opportunity / latest 
discoveries / tactics explained further), and provide solutions to your specific challenges.  
Ask us any question live and get answers.

Entry to Elite Circle of Small Business Owners: access to Mastermind Small Business 
Growth & Success Google+ Community, where you ask any question and get answers from 
Business Growth Experts (and other business owners) within 24 hours. Should you choose to, 
you can also share with other business owners your knowledge in your area of expertise and 
increase your exposure.
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