
Reviewer

They want to...
Goals/Motivations
- Share information with other shoppers

- Warn others about a bad experience

- Share their experience

- Complain

Recommendations

- Their issue from the review does not get resolved

- Feeling unheard

- Review process is difficult/unclear (Bad UX)

- Personal information has to be revealed to website or 

to the public in order to leave a review

Frustrations/Pain Points

- Upset

- Passionate

- Nit-picky

- Insightful

They are...
Behaviors Traits

- Boredom

- Being heard/recognized

- Helping others

They are motivated by...

Key
Green Notes - Recommendation
Red Notes - Could not group
Pink Notes - More recommendations if needed

troll
To get a 
job on a 
reviews 

site

I personally 
know the 

business owner 
and want to 

help them gain 
more customers

Get a 
product/service 
owner to take 

action to 
improve (BBB 
complaints)

they want to 
support a brand 
they like / they 
want to harm a 
brand they hate

They feel 
expected 
to write a 

review

Typically leaving 
a negative 

review because 
they weren't 

happy with the 
product

Warn other 
people not to 

use a particular 
brand ("blah 
blah I hate 
Xfinity"))

I want to warn 
others so they 
don't face the 

same 
problems

Warn others 
away from a 

bad 
product/service

Make sure 
no one goes 
through what 

they did

Warn others 
about a bad 
experience

Avoid a 
repeat of a 

bad 
experience

Warn other 
users to 
avoid a 
product

Give firsthand 
information 

that the 
review didn't 

cover

Negate 
information in 
the original 

review

Tell others that 
"bad" reviews 
might not be 

indicative of the 
quality if I had a 
good experience

Correct the 
"expert" 

reviewer's 
opinion

Provide more 
information 

to other 
shoppers

Show people 
images of the 

product I 
received so they 

know what to 
expect

They feel they 
have insights 

because they've 
actually used 
the product

Share info they 
wish they had 
known when 
they made 

their purchase

I want to sway 
others to 

reassure them 
they're making 
a good decision

Provide a 
recommendation 
to people similar 

to them

Want to be 
helpful for 

other 
shoppers

Share 
information

Share 
information 
with other 
shoppers

Be seen 
as an 

authority

To be 
heard

Become 
an 

expert

Get help 
troubleshooting

Ask 
questions

I had an awful 
customer service 
experience, and 

leaving a review is the 
only way I might get 

something 
resolved/the company 

might care

Receive 
help

To make sure 
readers are 
aware of the 
good or bad 

things about a 
service/ product

Be taken 
seriously

Tell it like it 
really is- no 
marketing or 
sales speak

Earn money 
(social 

influencers)

I've been given 
an incentive to 
leave a review 
(discount, free 
product, etc)

Incentive

Share an 
experience- 

whether 
positive or 
negative

To inform 
readers of 

their personal 
experience

They want 
to give 
others 

direction

Share a 
great 

experience 
with others

Share their 
experience

I want to let 
others know 

about my 
noteworthy 

experienced 
good or bad

Wants to 
give 

feedback 
to a brand

Complain

Complain.

Get revenge "You 
keep in mind that my 

sharply-worded 
comments on 

Yelp.com recently 
took down a muffin 
store." ? Sheldon, 

TBBT

Hear back 
about my 

complaint from 
the brand that 
produced the 

product/service

Complain

Fear of public 
humiliation 

for endorsing 
the wrong 
product

Everyone 
is wrong 
but me!

Not 
knowing if 

your review 
was helpful

Not knowing if 
other reviews 
are legitimate 

customer 
reviews

Having a 
minority 
opinion

no option 
to leave a 
review at 

all

Not a great way to 
update my review if 

my 
perspective/opinion 

has changed

Getting signed 
up for an 

unwanted email 
list after leaving 

a review

Have to sign 
up for 

account in 
order to 
review

Having to put 
in too much 

personal 
information to 
leave a review

Needing to sign up 
for a random 

account for an 
unknown service 
in order to leave a 

review

leaving a bunch 
of personal info 

before i can 
actually leave a 

review

Why do I need 
to create an 
account to 

give my 
opinion?

Have to give 
personal 

information 
to leave a 

review

No moderation 
to protect them 
from internet 

trolls or worse 
(doxxing, etc)

Having their 
personal 

information listed 
alongside their 
review with no 

way to change it

Personal 
information 
is revealed

Not 
feeling 
heard

Feeling 
like 

nobody is 
listening

feel 
unheard

I'm doing you a 
favor for leaving 
a good review, 
how do I know 
you appreciate 

it?

Feeling 
unheard

Bad UX on 
review 

submission 
form

complicated 
experience 

to leave 
review

Ineffective 
question 

prompts or 
tools to leave 

a review

difficulty leaving 
a review 

(functionality of 
the site is 
difficult or 
broken)

No direction 
for the review 
(questions to 

answer, specs 
to confirm, etc)

Not seeing clear 
guidelines for what 
the site needs from 
a review/reviewer, 

and getting 
punished for the 

lack of info

Review 
process is 

difficult/ 
unclear (Bad 

UX)

Leaving a 
review, but 
not seeing 
it posted

Having 
their 

review 
deleted

Review 
is buried/ 
deleted

No response 
from either us 

or the 
company in 

question

No reply 
back to 

the review

no 
follow 

up

Leaving a 
review that 
never gets 

responded to

No 
response 
to review

Review 
doesn't "fix" 

their problem 
or the product

Their angry 
review 

doesn't make 
the pain go 

away

The customer 
service rep who 

monitors my 
reviews can't 

actually resolve 
anything more than 

saying "sorry"

Not getting 
their issue 
resolved

Their issue 
from the 
review 

doesn't get 
resolved

Personal 
information has 

to be revealed to 
website or to 

public to leave a 
review

Being 
censored

Loving a 
brand more 
than it loves 

you back

Character 
limit for 

review is 
too low

Only option is 
to type text 

when you'd like 
to give some 
sort of rating

Character limit 
doesn't let me 

give a thorough 
explanation of 
my experience

It feels like 
negative 

reviews are 
buried under 
positive ones

Having their review 
get rejected by the 
approving authority 
(ahem...Glassdoor!)

Not being sure if 
this is the place 

to leave a 
review or 

somewhere else

Review 
format is 
not what 
they want

May 
have a 
lawyer

Returning 
user

Might be 
stuck in an 

echo 
chamber

Prefer to 
communicate 

with words

Confused, 
needs 
help

Outgoing, 
loves to 
share

Has an idea 
of what they 

want and 
what should 
be expected

Research-oriented

upset

Royally 
pi$$ed 

off

Bored 
(trolls)

Bored

Passionate

They 
care a 

lot

Either doesn't have a 
lot going on, why not 
leave a review? Or is 

busy but feels 
strongly enough to 

take the time to write 
one.

vocal 
about 

opinions

Want their 
voice 
heard

Wants to 
share their 

opinion

Seeks 
social 

validation

a little 
nit-picky

A 
complainer

Insightful

Thoughtful

engaged
Feels 

strongly that 
they are in 
the right

Helpful and 
empathetic

committed

Helping 
others

Insightfulnit-pickyPassionateBoredomUpset
Being 
heard/ 

recognized

Has 
time/motivation 
to post review

Active users of 
social media 

and other 
means of 

amplifying their 
opinions

Vengeful?

critical (can 
be positive 

and 
negative)

Goals/Motivations Frustrations/Pain Points Behaviors/Traits

OR
- Their issue not getting resolved

- Feeling unheard

- Unclear/difficult review process (bad UX)

- Having to reveal personal information to a website or 

to the public in order to leave a review

Frustrations/Pain Points
They are affected by...
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