Fix
problems

fix a specific
pain point they
can't live with

(like super
slow internet)

To fix a
problem

trying to
make
something
work as
advertised

To figure out

how to make
the service
work
faster/better
Utilize
tools to
the max
Info might be t A
Dosic Gl ey, mastering
know) on a post anew
where they thought .
ey wera gorna device or
e el service
o off Increase
0ing of
vecomme?\dations data cap
from friends or
family...or experts for phone
plan

Add tech that
works with
their current
equipment

discovering all
the other cool
devices/services
that work with the
primary
device/service

Looking for
compatibility
with existing

equipment

| want my

devices to

sync with
one another

Get a cool
accessory to
add on to the

thing you
already have

looking for
troubleshooting
info and other
tips and tricks

Get better
overall
service...or
better customer
service

Have
better
features

More
channels,
speed,
data, etc.

| want
better/fasterinewerimore
featuresito save money

To find more
features
they haven't
discovered

Find additional
uses for an
existing
service/product

Goals/Motivations

Simplify
their life

make daily
routines
easier

| want to make
life easier on
myself
(Internet of
Things)

To make
quality of
life better

Speed up
my current
process

want to
save
time

Keep
up with
trends

Keeping
up with
trends

To keep
up with the
Jones's

To have
the best
tech

To have the
latest and
greatest
technology

Heard about

new tech and

want to learn

about it + try
it out

To find
hidden
gems

Has tried
many
different
services and
products

Upgrade their
products/services

Upgrade
their
tech

Upgrade
tech
equipment

Upgrade
old or
outdated
tech

My X is
outdated, it's
time for
something
new

To replace
something
they're not
happy with

Adjust
services to
fit change

of needs

Find a new
service
with less
restrictions

Add

additional
feaures

I've outgrown
my current set
up and don't
want to spend
money on a
new package

I went with the
cheaper or basic
option before but

now | feel like |

can afford an
upgrade.

Add additional
features or
systems to

meet changing

needs

Improve
internet

improve
wifi
signal

increase
internet
speed

Save
money

Lower
their
monthly
bill

Save
money

find a better

TV service

with a lower
price

looking to
maximize
value

Don't want
to spend a
lot of money
to get more

Improve
their
home

To feel like a
device
completes
their image
for their home

To increase the
appeal or
impact of their
home in others'
opinions

I want to have
ahome I'm
proud to show
off (a system,
a gadget, etc)

Incorporate
something they
just learned into
their connected
home

| want to
increase my
property
value

Difficult
customer
service

Lack of
automation

mprove

Key

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

Recommendations

Goals/Motivations

They want to...
« Upgrade their products/services

e Improve their home
» Keep up with trends
« Simplify their life

« Add tech that works with their current equipment

Behaviors
They are...
e Curious

* Research-oriented

* Interested in new tech

Can't , Can't keep
Don't ant )
cancel  know what g e
rovider they need to DIY
P trends
Stuck in They don't Iwantto DIY, M
know what B and then
a bad h I sometimes something
tract they really that's difficult el
contrac need & confusing out the next day
How do i How do i Canl doit Can't keep
h o
cancel my know i am Dl up with
current getting the iolmakelies newest tech
. improvement for
provider? best deal? me? releases
My thing is
not as good
as the latest
thing
There was an
even better/newer
thing that I didn't
know about and
now I'm stuck with
this other one
they need Too
a solution many
asap options
,m{n:r,en?; Not familiar Does my
upgrade if what | with terms internet support
have works fine? my upgraded
(Not supporting or best security
e practices system?

Hard to
find good
information

Not easily
finding
their
answer

It's unclear if the
improvement is
actually
available to
them

Too
wordy,
no steps

getting lost
in
technical
details

Info too
basic

Looking for info
on how to
improve your
tech/service but
it's outdated

Frustrations/Pain Points

 Hard to find good information

 Unclear improvement process/suggestions
 Product/service doesn't meet expectations
« Expensive upgrades

e Can't keep up with tech trends

Traits

They are motivated by...
« Following tech news

* DIY work

 Getting the best product/service

Unclear

. Caveats to Product/service
lmprovement q .
rocess/ making the doesn't meet
p > improvements expectations
suggestlons
”°aﬂﬁ§’hfj;ff§°" Improvements kludges_. (this
actually improve come with a looks like a
the situation they lot of caveats fake word
were concermed or extra costs but it isn't)
It's not clear Getting hit with discovering you
what you need extra fees or costs need another
to make the ’fmsgr"xzr‘""e‘:l" component to
improvement (ETFs, cancellation make
work fees, etc.) everything work
Can'tfind a

specific way to
improve their

Frustrations/Pain Points

Things aren't
as compatible

current as they'd
product/service hoped
Jnclear This doesn't
statements
about what really work as
Sam well as I'd
improvemen
(and what is not) hoped
post purchase
Is the cognitive
A dissonance - this
(T EE isn't exactly what |
worth it? hoped I was
buying
What's better-
to upgrade
existing service,
or get
completely new
service?

‘Why do | actually
need this? Am |
going to notice a
difference if |
make this
improvement?

Expensive
upgrades

Price
point too
high

Too
expensive,
too slow,
etc.

Is the price

going to be

worth the
effort?

They don't
know what
they can
afford

OR

Frustrations/Pain Po

They are affected by...

» Good information being hard to find

» Unclear improvement processes/suggestions

» The product/service not meeting expectations

» Expensive upgrades

* Not being able to keep up with tech trends

Price
sensitive

frugal

If improvement
is based on
quality of life,
they may be
more price
sensitive

Has an idea
of what they

Organized want but
needs some

guidance

If improvement
isn't necessary

for quality of life, oo
may have some Amblthn
disposable
income
Jealous or
Comparer  envious of
others

Careful

strive to
measure
twice, cut
once

Perfectionism

Have a goal
to find an
answer to

their question

Following
tech
news

Hip and
wants to
keep up

Follow
tech news/
tech
reviews

Want to be
updated
on tech

Have
some tech
know-how

possessed by

Intelligent

They wanta
responsive customer
service team (even if
they don't use them)

50 they know they can

rely on someane to
help if they run into
problems

They're salty -
maybe they don't
want to upgrade or
don't want to put
in the work to

confidence (yes,

Ints

Behaviors/Traits

DIY

Curious
work

Curious DlY-er

lean
towards
DIY

Curious

DIY
mentality

Passionate

Passionate
about their
thing they're
trying to
improve

Passionate

Research
oriented

Researcher

Resarcher

willing to
research

Punctilious

Willing
to learn

Reads a
lot of
reviews

Interested
in new

tech

gets
new
tech

Early
adopter

early
adopters Into cool
(hat tip to new tech
Mindy)
Early Unarad
tech pglra es
quickly
adapter
impatient NS
P satisfied

Getting the
best
product/service

Wants
the best

always
looking for

the next
best thing

Buys the
very
best

They're
well-informed if
they want the
latest and
greatest all the
time

Value
oriented

Look to
improve,
of course
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