
 Our app user
1. Who?

Pat

2.What do they need to DO?

Pay someone again

Pay someone new 

Pay an international payee

Open the app

log in

Download the app

3. What do they SEE?

Choice of 3 pay tasks Choice of 3 manage pay tasks

4. What do they SAY?

Where is stuff?

6. What do they HEAR?

Audible feedback of
success and failure5. What do they DO?

Choose a LIKELY payee

Complete and submit a form

Check stuff happened

Correct 'errors'

Find support

7. What do they
THINK and FEEL?

Apprehension

Relief

Frustration

Distractions

Environment

Alone or not?

Previous experience

Age

Consequences

Motivations

Blockers

Francis

Appendix B to Blog post 2
An empathy mapping mind map for when persona Pat plans to use and uses their banking app
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