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Appendix 8 Customer Personas
For the persona a brainstorm is conducted to think of customer types that fit the market that SITA tries 
to enter. The most important criteria are that they should be cruise to airline customers, are wealthy 
and willing to pay for extra services including door to door baggage handling systems. This has been 
further thought out and resulted into the following personas; 1. Christin Bezos who is a fashion addict 
and CEO of a startup, 2. Mill Gates who is a married man and retired as a surgeon and 3. Aliya Winfrey 
who is married, has two young children and works as a Therapist as can be seen in Figure 18. The idea 
of a customer persona is to try and see company processes, services and systems through the eyes of 
the customer. For this, creating a accurate customer persona can help accomplishing this and help in 
understanding the customers habits, behaviors and interests. This way, services are more customer-
centric and generate more value for them. It is also easier to market these system/services to customer 
(Quicksprout, 2018).
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Figure 4. Personas




