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 Mikki 
Computer Support Specialist

Age:  35

Technological Adoption and Use: Intermediate to High

Mikki is a network support technician for a group of highly skilled computer programmers.  She makes certain that everyone has the tools they need to do their jobs: the right software (she manages the licenses), the correct printer connections, palmtop computers and the books necessary to support their cutting edge development efforts.  She purchases computer-programming books for them, as often as once each week.   She is looking for value and convenience when she makes a purchase.

Mikki receives email requests for specialized books that are often pricey.  She searches for the book usually using the big three web sites: Amazon.com, BarnesandNoble.com and/or Borders.com.  She compares prices and chooses the least expensive, using a company credit card.  She has them delivered to the company mailroom and then to her office.  She records them into the office “library” and delivers them to the requester.

Mikki trusts the big three sites and does not expect any of them to provide a disappointing customer fulfillment process. She might use one site more often if the site offered greater convenience as well as cost competitiveness. She distrusts the Internet aggregating sites such as My Simon as biased; she prefers to compare prices herself.

Mikki’s Needs

1. I need to shop online from work.

2. I need to be certain that I’ve found the right item.

3. I want to find the least expensive book. 

4. I want the most convenient experience.

5. I need a large selection.

6. I need an easy way to purchase using company accounts.

7. I need to purchase from sites that I can trust to fulfill my orders quickly.
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