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Experiences of Care week April 24th – 28th 





The Trust wanted to create a range of 
personae to highlight some of the unseen 
challenges that patients face when 
accessing services provided by the trust and 
to get staff thinking about how the way they 
provide their service impacts on the patient. 
The personae will be used in both 
staff and service development.

This hopefully become a growing library 
of personae that teams can 
use to develop additional patient 
segments specific to their area of work.

Background 
& objectives

The personae are all based 
on real life stories, events 
and feedback gained from 
patients through qualitative 
research.

As well as covering a diverse 
mix of patients the personae 
cover a range of service types 
including; A&E as well as 
both surgical, inpatient and 
outpatient services.

The Barts Health team conducted 

a programme of patient segmentation 
research using qualitative research 

in order to achieve the following 

key aims:

1. Understand patient needs and 

how these vary for different types (or 

segments) of patient, taking 

into account the diversity of patients 

and a desire to ensure that seldom-

heard groups are understood.

2. Develop patient personae that help 

with detailed understanding of patient 

needs across a range of segments.

3. Provide a range of patient personae 

and present them in a way that is 

useful and relatable.
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