
They want to...

Recommendations

Goals/Motivations

Learner
Goals/Motivations
- Make a confident and knowledgable decision

- Gather ifnormation that will aid in purchasing decision

- Determine if a product will add value to their life

OR

Frustrations/Pain Points
- Doesn't trust information

- Wants straightforward information

- Doesn't understand the information

- Information overload/Too much information

Gain a deeper 
understanding

To get a 
deeper 

understanding 
of a product

I've heard 
about X, but 
what is it? 

(EX: What is 
5g?)

Find out 
what certain 
features do.

Dig deeper 
into a topic 

they've 
heard about.

Understanding 
technical 

jargon

Get the tea. 
Learn the 

drawbacks or 
negative 

aspects of a 
new thing

Identify which 
features are 
important to 

compare across 
brands and 

products

To find out 
what qualities 

a "best" 
product/brand 
would have

Confidence 
in knowledge 

about 
product(s)

Make a 
confident and 
knowledgable 

decision

Make a 
confident and 
knowledgable 

decision

To be 
self-sufficient 

in my own 
knowledge 

about topics

Reinforce my 
purchasing 

choice before 
clicking "buy"

Gain a command of 
the subject matter 

so I'm more 
confident in 

knowing what to 
look for when 

comparing

Want to make 
their own 
decision 
through 
research

Build 
confidence 

and education 
around how to 

decide

To have enough 
information to 

feel confident in 
my own 

decisions

Life 
improvement

Determine if 
product will 
add value 

to life

Understand how 
product/technology 
works together or 
can improve their 

life

Will this 
improve my 

life in a way I 
care about?

Improve their 
life, through 

whatever ways 
this service or 

product claims it 
could do that

What makes 
this solution 
better than 

what I already 
have?

Determine 
whether or not a 

category of 
product/service 
is worth their 
time/money

Find out how 
much 

something 
costs/if it's 

worth it

Determine 
value

Could this 
replace 

something I 
already 

own/use?

To learn if they 
need a 

product/service

Do I 
need 
this?

Understand 
what their 
money is 
paying for

Could X help 
me relieve an 
issue I have 
in my own 

home?

Is this product 
actually as 

good as it says 
it is? What's 
the catch?

To learn 
why they 

might need 
a product

Want to know 
what makes a 

product unique? 
Why is it different 

from the 
competition?

Figure out if 
something 

is good 
value

Why is a 
company 

advertising this 
technology? 

What makes it 
better?

Find out how 
something 

works to see 
if it's a right fit 

for them.

Find 
potential 

solutions to 
a pain point

Learn about 
products/services

Want to learn 
about a new 
topic they're 
unfamiliar 

with

How do 
I... 

(guide)

Educating 
themselves 
on a topic

Fill a 
knowledge 

gap

Discovery 
of new 

products or 
information

Get 
questions 
answered

Overview of that 
particular field. (How 
does cable TV work? 

How does home 
security work? What 
are the basics I need 

to know?)

Find an 
answer to 
a question

Questions about 
terminology and 

what certain 
benefits are

Gather 
information that 

will aid in 
purchasing 

decision

Find out 
how 

something 
works

Figure out what 
to even look for 
when shopping 
for X service or 

product

early discovery 
around 

feasibility, 
compatibility, or 
availability of 

service

To learn 
where to 

begin 
shopping

How does the 
price 

compare with 
similar 

products?

Might be 
wondering if 
the service 

type is even an 
option for me

Gathering 
info for 
others

I am researching for 
my parents and need 

to be able to 
summarize the 
products and 

services and match 
them to their needs

Choose a 
service for 
someone 

else

Save 
some 

money

Save 
money

Save 
money

Impress 
their 

friends

To be the 
knowledgeable 
one at parties

Social 
advantage

I feel like "salesy" tone can apply to both the 
Learner wanting straightforward info and not 

trusting the information....if a page has a "salesy" 
tone, the learner might not trust rhe information and 

they will want more straightforward information

Wants 
straightforward 

info

Lack of 
transparency 
from brands 
themselves

Lack of 
transparent 
information

Insufficient 
information/ 
ambiguous 

info

Lack of 
transparency

I can't 
figure out 

who to 
trust

Lack of 
trust in the 
info they're 

getting

Why can 
I trust 
you?

Not 
knowing if 

reviews are 
fake or real

How do I 
know you're 

being 
honest?

Lack of 
trust in 

information

non-experts 
giving 

opinion

Reading 
fluff

Marketing 
fluff/too 

good to be 
true reviews

Stop trying to 
sell me, I just 

want more 
information

salesy 
info, not 
factual or 
forthright

When I click a 
link without the 
intent to shop 

and it takes me 
to a sales page 

*ahem*

marketing 
fluff

Bias

Reading an 
article that is 
promoting a 

specific 
product heavily

Would you 
tell me if 

there was a 
better option?

Are you 
hiding the 
negatives?

Biased 
information

No "cons" 
or 

"negatives" 
in an article

Clearly 
terrible 

product has 
great ratings

Pop 
ups

information 
overload

There are 
SO many 
options

information 
overload

Data on the 
page is not 

displayed in a 
readable or 

digestible way

Information 
overload

This review is 
so long, I 

can't find the 
info I'm 

looking for

The 
information I 

want is too far 
down the page 
or hard to find

Can't find 
useful 
info

Ease of 
access to 

information

Hard to 
find useful 
information

Difficult to 
find the 

specific info 
they want

Too much 
information

Understanding 
technical 

jargon

Not breaking 
down the 

lingo 
enough

Confusing 
terminology 

or 
explanations

Doesn't 
understand 
terminology

Not being 
able to 

understand 
certain lingo

unclear on 
criteria for 
choosing

Everything 
looks the same 

and I don't 
know what's 

different

Everything 
is a f*cking 
3/5 stars

Things are 
rated 3/5 stars, 

but WHAT 
DOES THAT 

MEAN?!

What does 
all this 

information 
mean?

All of the 
products/services 
seem so similar. 

What's really 
different about 

them?

Topic is 
overly 

complicated 
without clear 
breakdowns

Missing 
information

No solid 
answer after 
reading the 

article

Explanations 
are not clear

Doesn't 
understand 

the 
information

Rate of industry 
change can be 
hard to keep up 
with? too much 

to learn!

Want to fill 
a gap in 

knowledge

Could information overload also apply to "doesn't 
understand the information"? Could be a stretch, 
but things often seem like information overload 

when a person doesn't understand the information 
presented

difficult to 
navigate to 

similar 
topics

confusing 
terminology

Unclear 
contracts and 
promotional 

pricing

Outdated 
information

I want to know 
real 

features/qualities 
so I know how to 
judge a product 

myself

lack of 
confidence 
to make a 
decision

Pushing me 
to buy before 
I'm ready and 

feel like I 
understand

don't know 
if its even 
right for 

me

Don't 
understand 
how reviews 
relate to me

No clear answer on 
whether something 
will work for them 

(ie: is this CPU 
compatible with my 

motherboard?)

Can't make 
an informed/ 

confident 
decision

Conflicting 
information 
from one 
review to 
another

Doesn't 
trust 

information

The ability to make a confident 
decision is tied into trusting the 
information given imo. Could be 

moved to it's own category as well 
though

Bad 
grammar 
and flow

"salesy" 
tone

Small 
iterations on 

the same 
product

It is difficult to 
bookmark, 

save, or share 
the knowledge 
I have learned

Sick of getting 
on the phone to 

purchase or 
troubleshoot a 

product or 
service

When a review 
assumes it's 

answered all my 
questions and 

doesn't try to point 
me to related 

content

How does 
this topic 
relate to 
current 
events?

How does 
that compare 
to something 

I already 
know about?

Bad surprises 
when they 

purchase the thing 
that they feel they 

should've been 
alerted to

I don't want to 
pay for all the 
extra bells & 
whistles if I 

don't need/don't 
use them

I hate it when the 
author doesn't 

make a pick. "Best 
for" is useful but I 

want a best 
overall.

Limitations 
they can't 

overcome (ie: 
internet 

service area)

Dissatisfied with 
current 

product/service. 
Want to know 
what's better

The question I 
asked Google 

is not answered 
by the page I 

clicked

Can?t get 
support in 
their own 
language

Nav/search 
bar doesn't 

work ;)

Has 
traditional 

views/ set in 
their ways

Need 
something 

sturdier

Stay on top 
of the 

latest tech 
trends

Easy-to-understand 
information

Be 
entertained

Purchase 
something 
that lasts

Find cool 
things for 
my home.

Learn how 
to 

differentiate

To look at 
facts and not 

marketing 
fluff

not 
speaking to 

my use 
case

How does 
this topic 

relate to my 
current 

lifestyle?

Assuming too 
much about 
what people 

want/what their 
situation is

Can't 
relate to 

use cases 
provided

Need more 
customization

Need more 
customization

Not being able 
to filter 

comparisons by 
the features I 

want to focus on

More 
customization

Meaningless 
features

Don't 
know 

where to 
start

Not sure 
what to 
do next

Unclear 
next 
step

Leave the 
page more 
confused 

than when I 
started

Don't 
know 

where to 
go next

Wants 
access to 
a budget 

pick

Need 
something 
cheaper

Not knowing 
what all their 
options are

High price 
points for 

"good" 
products and 

services

Price point 
doesn't 

match up

May not 
be aware 
of what's 

new

Frustrations/Pain Points

This category seems 
contradictory to the entire 

purpose of a learner and the 
rest of the responses

^ May also 
write for 

Reviews.org 
;)

I JUST WANT 
TO BE 

ENTERTAINED

I'll probably 
forget where I 

got the 
information 

from

Friendly, 
courteous, 

kind

A sense of 
individualism

Is more likely to 
leave a review 

about a product 
or service 

they've used

I'm impatient, 
I want to see 

the 
information 

quickly

Looking at the 
table of 

contents to 
jump to the info 
they're looking 

for

Want 
quick 
info

Wants to feel 
like they 
made an 
informed 
decision

Don't want to 
be pushed 

into 
something I'm 
not ready for

Wants to 
be 

confident 
in decision

Wants to 
know what's 

best and 
WHY it's best

Likes a 
straightforward 
answer, but also 

appreciates in-depth 
conversation about 

why that's the 
answer

I think a 
recap is 
helpful

I like to 
be right

Eager for 
clear 

information

Highly 
motivated 

to seek 
information

becoming 
frustrated if 

your info isn't 
clearly 

formated

clicking away 
if i see you're 

not 
addressing 

my use case

Seeks 
clear 

information

Asking several 
questions to 

google, 
changing what 
they want to 

know

Doesn't like to 
be jerked 
around by 

"fluffy" answers 
and 

explanations

Wants 
information to 
allow them to 
be confident 
in decisions

Feels 
strongly

Tech-savvy

Likely also highly 
motivated in their 

career or 
education (top 

performer, college 
or grad school)

looking for 
ways to 

navigate to 
other related 

content

Wants free 
trials to make 
sure it's what 

they want

The knowledge 
I gain will help 
me with more 

than one 
purchase

Dislike for 
generics or 

one-size-fits-all 
things

bookmarking 
the page if the 
info is good, 

but I dont have 
time for it

Competitive

I like to 
brag about 

my 
purchases

Impressionable

Impressionable

Impressionable

I like to give 
other people 
advice about 

what they 
should 

purchase

Knowledgable

Known as a 
knowledgeable 

person to 
others

Frugal

Frugal- 
cost 

conscious

Frugal

Wants the 
best bang 
for their 

buck

Interested 
in value

Seeking a 
product that 

will add 
value to life

Want to 
better their 
life through 
technology

Pose 
questions on 
social media 
to friends and 

brands

Wanting 
recommendations

looping in 
other 

decision 
makers

Going to 
others 

for help

I'll ask others 
in my 

personal life 
for their 
opinions

Curious

Curious

Seeking

Motivated

Curiosity

Using a 
search 

engine to 
find answers

Open 
minded

Skepticism

cautious

Skeptical

Skeptical? you 
need to prove to 
me that you're 
an expert and 
that what you 

say is true

Will analyze 
the motivations 
of the reviewer 
and reviewer 

website

Not easily 
convinced

Wants to 
learn on their 
own terms- 
not to be 

overly sold to.

Skeptical

Cautious/ 
Thorough

Doesn't buy 
directly or 

immediately 
from review 

site

not 
ready to 

buy

Hesitant

Check out 
lots of sites 
and sources 

of information

Willing to 
take time 

to 
research

Checking 
multiple 

reviews from 
several sites

I'll research 
the topic 
on 10+ 

sites

Needs a lot of 
information in 

order to 
commit to a 

product

Likes comparing 
and contrasting 

features, 
products, and 

services

Thorough

Reads 
carefully

Scared of 
commitment

Unsure of my 
ability to make 
an informed 

decision so far

Has 
time

Hesitant to 
buy but 
want to 

know more

Behaviors/Traits

Behaviors
- Curious

- Confiding in others for help

- Thorough

- Cautious

They are... They are motivated by...

- Clear and striaghtforward information

- Products that will add value to their life

- Information that allows them to be confident in their decision

Traits

Key
Green Notes - Recommendation
Red Notes - Could not group
Orange Notes - Recommendation for broader description if needed

Pink Notes - More recommendations if needed

Frustrations/Pain Points
- Lack of trust in information

- Non-straightforward information

- Information they cannot understand

- Information overload/Too much information

They are affected by...
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