
Use Internet

Consider Efficiencies 
When Using

Decide to Buy Pagers
How to Use Aliant 

Website
How to Use Long 

Distance

Decide To Buy Products

Decide to Buy 
Telecom Products

Consider 
Multiple 
Services

Decide What 
Products To 

Get as a Family

Read Bill 
Inserts

Hear About 
Products by 

Word of Mouth

Read Direct 
Mail 

Promotions

Decide to Buy 
BlackBerries/PDAs

Get More 
Information 

From Coworker

Switch to 
Blackberries for 
Convenience

Research 
Product

Passively Hear About 
Cell Service/Phones

Get Information 
in Newspaper

Receive Msg. 
About Updates

Hear About 
Products by 

Word of Mouth

Hear Ads For 
Cell Phones on 

Radio

See Ads For 
Phone Plans on 

TV

See Ad in 
Newspaper

Read Direct 
Mail 

Promotions

Actively Seek Cell 
Info.

Get Estimates 
From Stores

Get Product 
Info From 

Acquaintance

Look Up 
Packages in 

Directory

Get Information 
Online

Get Information 
at Store

Decide to Buy Cell Service/Phones

Consider 
Physical Design

Consider Ease 
of Use

Consider 
Durability/

Quality

Consider Cell 
Reception/
Coverage

Justify Cost of 
Cell Phone

Consider Price

Consider 
Personal and 
Family Needs

Handle/Try Out 
Cell Phones 

Before Buying

Consider 
Phone For 
Features

Choose Cell 
Phone Already 
Familiar With Decide to Buy 

Landlines

Consider 
Needs

Consider Wiring 
New Building Passively Hear About 

Phone Features
Hear About 
Products by 

Word of Mouth

Decide to Buy Phone 
Features

Decide What 
Products To 

Get as a Family

Research 
Phone Features

Passively Hear About 
LD

See Ads For 
Phone Plans on 

TV

Hear About in 
Direct Mail 
Promotions

Hear About 
Products from 

Advertising

Actively Seek Out LD 
Info.

Call Customer 
Service to Get 

More Info

Decide to Buy LD

Choose Long 
Distance Based 

on Needs

Ask Cust. Svc. 
For Recs.

Actively Seek Out 
Phone Equip. Info.

Rely On Others 
Advice

Get Information 
Online

Get Information 
in Magazines

Decide to Buy Phone 
Equipment

Consider 
Durability/

Quality

Choose 
Cordless For 
Convenience

Price Compare

Passively Hear About 
Internet Products

Hear About 
Products by 

Word of Mouth

See Parental 
Controls 

Advertised

See Ads on 
Internet

Read Direct 
Mail 

Promotions

Actively Seek Internet 
Prod. Info.

Research Price

Get Product 
Info From 

Acquaintance

Get Information 
at Store

Call Cust. Svc. 
to Get More 

Info

Decide to Buy Internet 
Products

Choose For 
Speed

Choose For 
Convenience

Consider 
Household 

Needs

Make Decisions 
as a Family

Consider Price

Experience 
High Speed 

When Outside 
Area

Determine if 
High Speed in 

Region

Passively Hear About 
Bundle Plans

Read Bill 
Inserts

Hear About 
Products from 

Advertising Actively Seek Bundle 
Plans

Get Bundle 
Rec. From 

Vendor

Actively Seek TV 
Product Information

Get Information 
Online

Call Cust. Svc. 
to Get More 

Info.

Decide to Buy TV 
Products

Consider Price

Decide To Not 
Buy Bundle 
With Cable

Wait Until 
Programming is 

Avail.

Value Channel 
Selection

Value Warranty 
When Buying 
TV Receiver

Decide to Buy 
vs. Rent TV 
Equipment

Decide to Buy 
Satellite vs. 

Cable

Wait for High Speed to 
Come to Region

Check Status 
On Waiting List

Get Put On 
Waiting List

Wait for Service 
to Come to 

Region

Lobby to Get 
High Speed

Choose Vendors

Choose Vendor for Products

Consider 
Employers 

Recom.

Use Multiple 
Vendors

Use One 
Vendor For 

Convenience

Stay With 
Current 
Vendors

Choose For 
Quality Cust. 

Svc.

Comparison 
Shop Across 

Vendors

Choose 
Vendors For 
Best Price

Choose 
Because Only 

Choice

Switch Vendors

Switch Out of 
Dislike for Co. 

Practices

Switch When 
Desired Bundle 
Not Available

Switch To 
Consolidate 

Services

Buy Products

Get Vendor Numbers 
To Buy

Get Vendor 
Number to Buy

Buy Cell Phones/Service

Buy Products 
on Phone

Get Clarification 
on Pricing

Get Help 
Understanding 

Terms

Ask Rep For 
Recommended 

Plan

Give Price 
Range When 

Ordering

Buy Products at 
Store

Qualify For Cell 
Phone Service

Buy Cell 
Phones as Gifts

Buy 
Accessories for 

Cell Phone

Piggyback On 
To Someone 

Else's Cell Plan

Pick Up 
Ordered Cell 

Phone in Store

Verify Svcs. 
Match 

Employer Reqs.

Choose 
Features

Get Standard 
Features

Store Cell 
Manuals and 

Svc. Contracts

Buy Landline/Phones

Buy Phones as 
Gifts

Choose 
Features

Contact New 
LD Vendor to 

Switch Service

Call 3rd Party 
to Switch LD 

Vendors

Buy Landline/
LD Service on 

Phone Buy Internet Products/
Service

Rent Modem 
for High Speed 

Internet

Get Contract at 
Time of 

Installation

Buy 
Accessories for 

Computer

Buy Internet 
Service on 

Phone

Buy TV Service/
Products

Choose Pkg. 
and Channels 
During Install

Expect Free 
Equipment

Get Cable For 
Multiple Rooms 

in House

Understand 
Details of 
Pricing

Buy Products at 
Store

Modify/Upgrade Plans and Products

Modify Cell Plan

Transfer 
Service to New 

Cell Phone

Go To Store To 
Change Service

Modify Cell 
Plans Based 

On Usage

Add a Phone to 
Plan

Find Features 
in Current 
Package

Modify Cell 
Plans

Replace Pager 
With Cell 

Phone

Try To Be 
Removed From 
Other's Account

Upgrade Cell Phone

Accept Free 
Cell Phone 
Upgrades

Upgrade Cell 
Phone

Det. if Eligible 
for Upgrade

Research 
Upgrade

Modify Landline 
Service

Modify LD 
According to 

Usage

Find Features 
in Current 
Package

Call To Add a 
Phone Feature

Switch Landline 
Phone Features

Find Features 
In Current 
Package

Modify Internet 
Service

Add Internet to 
Existing Cable 
Subscription

Change/Add 
Email Address

Add Internet 
Extras (e.g. 
Anti-Virus)

Review 
Contract Prior 
to Modifying

Receive Call 
From Aliant To 

Upgrade

Upgrade To High 
Speed

Upgrade to 
Ultra High 

Speed

Upgrade to 
High Speed

Modify TV Service

Add Additional 
Receivers

Upgrade 
Hardware

Add/Remove 
Channels

Upgrade To Satellite

Upgrade To 
Satellite

Cancel Service

Cancel Cell or Pager 
Service

Cancel Service 
When Phone 

Lost

Cancel Service
Cancel Landline 

Service

Cancel Service

Cancel Internet

Cancel Service

Have Option to 
Cancel Without 

Penalty Cancel TV Service

Cancel Service

Get Telecom Products 
as a Gift

Get Cell Phone as Gift

Get Cell Phone 
as Gift

Set Up Products

Activate Cell Phone

Set up Mailbox

Activate 
Replacement 

Phone

Have Aliant 
Person Activate 

Cell Phone

Install Landline

Set Distinctive 
Ring To Identify 

Fax vs. Call

Set Up Mailbox

Have Many 
Phones For 

Convenience

Get Landline 
Number 

Assigned

Wait For Aliant 
to Virtually Set 
Up Landline

Prepare for 
Phone Line Set 

Up Visit

Schedule 
Landline 
Hookup

Install and Set Up Internet

Get Non-Aliant 
Help Setting Up 

Internet

Check Status 
on Ordered Kit

Set Up Internet/
Network On 

Own

Help the Tech 
With Installation

Monitor Set Up 
with Aliant Tech

Prepare for 
Internet Set Up 

Visit

Coordinate 
Internet 

Installation

Share 
Bandwidth

Administer 
Privileges on 
Computers

Install and Set Up 
Satellite

Optimize Exp. 
With Surround 

Sound

Receive Tech's 
Contact Info for 

Support

Set Up TV On 
Own

Monitor Set Up 
with Aliant Tech

Make 
Appointment for 

Installation

Learn How To Use Products

Learn How to Use Cell 
Phones

Call Aliant to 
Learn How To 

Use

Discover Cell 
Features 

Accidentally

Learn How To 
Use By Fiddling

Learn How To 
Use From 

Friend

Glance at 
Manual to Get 

Started

Be Shown How 
To Use at 
Purchase

Learn How to Use 
Phone Features

Call Aliant to 
Learn How To 

Use

Memorize Dial 
Codes and 

Phone Features

Learn How to Use 
Satellite TV

Call Provider to 
Learn How to 

Use

Learn How To 
Use By Fiddling

Get Shown 
How to Use By 

Tech Learn How to Use 
Internet

Call Aliant to 
Learn How To 

Use

Take Course

Use Products

Use Pager To Filter 
Calls

Use Pager To 
Filter Calls

Use Pay Phone to 
Return Pager Call
Use Pay Phone 
to Return Pager 

Call

Decide Which Phone 
To Use

Decide Which 
Phone to Use

Use Cell Phone For Calls

Use Whenever 
Needed

Prefer Cell to 
BlackBerry for 

Calls

Use for 
Emergency 

Calls

Use to Keep in 
Touch With 

Kids

Dial Numbers 
Rather Than 

Program

Depend On Cell 
Phone

Use Headset 
For Talking and 

Driving

Worry That 
Other Will Hear 

Call

Check Phone 
For Missed 

Calls

Use Work Cell 
For Personal 

Calls

Use Cell Phone For Extended Features

Avoid Features 
If Hard to Use

Download 
Phone 

Additions

Use Picture 
Phone Feature

Back Up Phone 
Numbers as a 

Precaution

Share One Cell 
Phone Within 

Family

Use Address 
Book Feature

Use Phone 
Features

Personalize 
Message

Accidentally 
Use Features

Try Out New 
Features

Care For Cell Phone

Write Office 
Number On It In 

Case Lost

Drop Cell 
Phone and 

Break It

Replace Lost 
With Back-up 
Already Have

Break Antenna 
on Cell Phone

Charge Handheld 
Products

Charge Cell 
and BB in 

Same Place

Use BlackBerry PDA

Use BlackBerry 
for Work

Use Text Msg. 
Instead of Cell 

Phone

Make Calls Using 
Landline

Worry About 
Identity Theft

Worry 
Someone Might 
Hear Cordless 

Convo.

Avoid Making 
Accidental Calls

Use Phone For 
Contests and 

Games

Use Phone For 
Ordering Food

Use Phone To 
Keep In Touch

Use Landline For 
Extend. Call. Features

Choose to Not 
Use Phone 
Features

Personalize 
Ring

Use Call 
Forwarding

Use Multi-party 
Calling

Use Voice Mail 
When Using 

Dial-up

Screen Calls 
With Caller ID

Use Call 
Waiting

Choose Internet Start 
Page

Choose Start 
Page

Use Internet for 
Research

Use Internet for 
ResearchUse Internet

Use Internet for 
Transactions

Worry About 
Security Of 

Online 
Transactions

Use Internet to 
Shop

Use Internet to 
Mange 

Accounts

Use Internet for News 
and Entertainment

Look for News

Look for 
Entertainment

Look for 
Horoscopes

Use Internet for 
Entertainment

Use Internet to Build 
Website

Use Internet to 
Build Website

Use Email

Worry About 
Security of 

Email

Use Email
Dial Up For Internet 

Access

Use Dial Up

Worry About Hackers 
and Virus

Worry About 
Identity Theft

Worry About 
Hackers and 

Virus Share Computer/
Internet
Share 

Computer/
Internet

Watch TV

Prefer TV Over 
TV On 

Computer

Record 
Programs

Watch TV

Play Games on TV

Play Games

Use Directory Svcs. 
To Get Number

Use Phone 
Book to Find 
Job Leads

Find Phone 
Numbers in 
Phone Book

Get Phone 
Number From 

Another Person

Call 411 For 
Numbers

Find Phone 
Numbers on 

Internet

Use Products Away From Home

Prepare to Travel

Put Landline on 
Seasonal 
Service

Call Aliant to 
Find Out How 

to Use 
Remotely 

Use Products While Traveling

Use Landline in 
Poor Svc. 

Areas

Set Up Auto-
reply Email 
Message

Forward Calls 
When Traveling

Leave 
Computer at 

Home

Plan Billing 
When Away

Travel With Cell 
Phone

Choose Prods. 
Based on 

Travel Needs

Check 
Voicemail

Use Calling 
Card

Restrict Usage of Products

Set Up Parental 
Controls For Internet

Monitor Have 
Been On 
Internet

Supervise Kids 
When On 
Internet

Leave Off To 
Access 

Legitimate Sites

Set Up Parental 
Controls For 

Internet Restrict Usage of 
Phone

Turn Off 
Always-On 
Features

Restrict Long 
Distance 
Calling

Request 900 
Block

Use Password to 
Protect Cell Phone

Use Password 
to Protect Cell 

Phone

Give/Get Authorization 
to Modify Phone Plans

Easily Access 
Boyfriends 
Account

Give 
Authorization to 

Modify Acct.

Work At Home

Work at Home

Work From 
Home When 

Kids Are Asleep

Trbsh. Prob. 
Accessing 

Work Network

Access Work 
Email/Network

Run Small 
Business From 

Home Use Home Products 
for Business Needs

Use Internet 
For Business

Use Cell For 
Business

Use Landline 
For Business

Pay Residential Rates 
for Home Business

Pay Residential 
Rates for Home 

Business

Set Up Home Office

Hook Printers 
Up To 

Computer

Hook Up Fax 
Machine As 

Needed

Set Up Home 
Office

Get Products at Home 
for Business Needs

Get Fax for 
Convenience

Have Two 
Printers to Meet 

Diff. Needs

Get Hi-speed 
for Business 

Needs

Write Off Telecom 
Expenses

Write Off 
Telecom 

Expenses

Share Resources 
Between Office/Home

Using Business 
Internet at 

Home

Share 
Resources -
Office/Home

Move Residence

Prepare For Move

Check High 
Speed Avail. 
Related to 

Move

Inquire When 
Best to Install 

New Svc.

Consider Costs 
of Installation

Disconnect/Cancel 
Landline and Internet

Arrange 
Disconnect/

Cancel

Connect Landline/
Internet Services

Keep Number 
When Moving

Continue 
Existing Service 
Through Moves

Wire a New 
Home to Allow 

for Service

Coordinate 
Landline 
Hookup

Have Billing 
Forwarded

Have Billing 
Forwarded

Troubleshoot Product Problem

Troubleshoot Cell 
Phone Probs. On Own

Solve Prob. 
With Non-Aliant 

Person

Be Out of a 
Phone When 
Breaks Down

Leave Probs. 
Unresolved

Test Signal 
Strength on 
Cell Phone

Get Cell Support From 
Aliant

Get Cell 
Phones 

Repaired 
Through Dealer

Call Aliant For 
Help

Troubleshoot Landline Problem With 
Aliant

Transfer Calls 
to Cell During 

Repair

Coordinate 
Landline 
Service

Troubleshoot 
On Phone With 

Aliant

Chat with Aliant 
to Report 
Problem

Use Cell to Call 
About Landline 

Problem

Call Aliant to 
Resolve Phone 

Problem

Notice A 
Landline 
Problem

Disconnect 
When Problem 

is Serious

Let Cops Know 
About Accid. 

911 Call

Forgot About a 
Problem While 

on Vacation

Test Before 
Tech Leaves

Watch Tech Fix 
Landline 
Problem

Troubleshoot Internet Problem On Own

Solve Probs. 
With Non-Aliant 

Person

Troubleshoot 
Problem on 

Website

Expect 
Problems to Fix 

Themselves

Solve Problems 
On Own

Notice An 
Internet 
Problem

Anticipate 
Internet 
Outages

Be Aware of 
Common 
Problems

Use Music 
Download To 

Measure Speed

Troubleshoot Internet 
Problem With Aliant

Approve 
Service Work

Help Svc. Tech 
Solve Problems

Troubleshoot 
On Phone With 

Aliant

Call Aliant to 
Resolve 
Problem

Troubleshoot 
Problem 

Through Chat

Troubleshoot Satellite 
TV Problem

Wait For Probs. 
to Fix 

Themselves

Attribute Poor 
Sat. Signal to 
Bad Weather

Get a New Product If 
Problem With Old

Receive a Cell 
Phone 

Replacement

Return Cell 
Phone If 
Crackly

Buy New When 
Probs. With Old

Get VM To 
Resolve 

Internet/Phone 
Conflict

Get 
Replacement 

Modem

Evaluate 
Problem With 

Phone

Get Rid of Old Products

Get Rid of Old 
Products

Throw Away 
Phones That 
Dont Work

Return Modem 
to Co. Outlet

Leave Old Cell 
at Store When 

Replaced

Give Away Old 
Computer

Give Away Old 
Cell Phone

Sell Unused 
Cable Box to 

Friend

Return Unwanted 
Products

Return Rented 
Telephone Set

Pay Bills

Receive Bills

Hand Over Bills 
To Spouse To 

Manage

Make Sure Bills 
are Received

Determine 
Method for 

Receiving Bills

Receive Bills
Determine Method for 

Paying Bills

Consider Other 
Payment 
Options

Use Diff. 
Methods For 

Diff. Bills

Determine 
Method for 
Paying Bills

Configure Account for 
Payment

Set Up Auto 
Payment

Consolidate Bill 
Payments

Register to Pay 
at Payment 

Agency

Set Up Online 
Billing Account Organize Bills

Archive Bills as 
Proof of 
Payment

Keep Bills for a 
Few Years

Organize Bills

Review Bills

Notice a 
Problem

Prefer One Bill

Appreciate 
Breakdown of 

Bill

Review Bills

Pay Bills

Pay Bills By 
Mail

Pay Bills On 
Phone

Pay Bills With 
Auto-Pay

Pay Bills Online 
Through Banks 

Site

Have Security 
Concerns With 

Online Payment

Pay Bills Online

Make Sure Bills 
are Paid

Pay Late 
Charges on 

Overdue Bills

Pay Family 
Members 
Phone Bill

Confirm 
Payment

Spend More 
Time Than 

Needed

Pay Bills At 
Store

Pay Bill At Bank

Pay Bills At 
Payment 
Agency

Take the GST 
Amount Off 

Bills

Expense Cell 
Phone Through 

Work

Split Bill Payments

Request 
Splitting Acct. 
Into Sep. Bills

Share Costs 
With Employer

Divide Bills 
Between 

Family/Friends Get Help Paying Bills

Arrange for 
Overdue 

Payments with 
Aliant

Get Financial 
Help With 

Payments from 
Family

Troubleshoot Bills

Accept Charges 
For Dial-up 

During Repair

Get Refund for 
Billing Errors

Solve Problem 
on Phone

Call Aliant With 
Billing 

Questions

Ask Questions 
In Person

Let Small 
Amounts in 
Ques. Slide

Compare to 
Previous Bills

Save Money

Track Usage of 
Products

Be Conscious 
of Additional 
Cell Charges

Track Minute 
Usage

Consider Peak 
vs. Off-Peak 

Times

Monitor Family 
Cell Phone 

Usage

Make Purchase 
Decisions To Save

Cancel Service 
to Save Money

Keep Plan -
Grandfathered 
Into Good Rate

Choose 
Bundled Plans

Consider 
Bundles

Budget 
Telecom 
Expenses

Dont Use 
Products to 
Save Money

Use Features if 
Charges 
Minimal

Use One 
Product Over 

Another

Care For Phones

Care For 
Phones

Keep An Eye Out For 
Better Deals

Be Informed by 
Company on 
Ways to Save

Evaluate New 
Long Distance 

Plans

Get a Special 
Deal Through 
Connections

Get Best Deal

Install On Own To 
Save Money

Install DSL On 
Own To Save 

Money

Get Free Svc. For 
Helping Techs
Get Free Svc. 
For Helping 

Techs

Participate in Product 
Trials

Participate in 
Product Trials

Take Advantage of 
Free Offers

Take 
Advantage of 
Free Offers

Tech Authority, Head HH All All All

Mental Space

Conceptual Group

Popular Task
(4+ Voices)

Added Task

Rare Task
(1 Voices)

Normal Task
(2-3 Voices)

Legend

Aliant

Consumer Mental Model
April 2005

Copyright 2005 Aliant

Revised Audience Segments
Tower Colors

Head of 
Household

Telecom 
Authority User

More Than 
One

Items From Content Map

Passively Seek TV 
Product Information

Change Responsibility 
for Account

Transfer 
Accounts To 
Own Name

Ask Aliant for 
Better Plan to 
Save Money

Review Bills

Look for Ways 
to Save

View Payment 
History

Work Out of the Office

Access 
Network and 

Email Remotely

Use Cell to Do 
Work On Road

Suggested 
Content

Consumer 
& Business

New 
Content

MNS & CC 
Sub-site

Consumer 
Only

Business 
Only

New 
Consumer

Training 
Sub-site

Interactive External 
Site

Duplicated 
Content

Get Telecom Product 
as Gift

Choose Vendor for 
Company Values

Modify 
Directory 

Listing

Modify Calling 
Features

Modify Bundle

Upgrade 
Internet

Add/Remove 
Cellular Plan

Change LD 
Plan

Add/remove 
Satellite TV

Activate 
prepaid phone 

online

Return Retail 
sets
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