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Abstract:

In India’s digitally transforming landscape, user segmentation has long been shaped by city-based
tiers—assumptions that equate urban residency with technological fluency and rural living with digital
backwardness. This paper challenges that model by introducing the theory of Behavioural Technology
Tiers, a behaviour-centric framework grounded in ethnographic research across Tier 1 to Tier 4 cities.
Through qualitative interviews, field observations, and the creation of four personas — Revi, Rini,
Suresh, and Kadheeja — we explore how context, motivation, emotional connection, and social
structures, rather than geography, shape how users engage with technology.

The study identifies four behavioural tiers — Empowered, Adaptive, Functional, and Dependent —
which reflect user mindsets and digital fluency. These tiers are not static: users evolve based on their
needs, environment, age, and exposure. The findings expose key flaws in infrastructure-first design
thinking and advocate for a shift toward behaviour-driven segmentation to inform more inclusive UX
design, policy-making, and marketing.

Ultimately, this research offers a dynamic, human-centered alternative to traditional tier models,
emphasizing that where a person lives does not determine how they live with technology. By adopting a
behavioural lens, we can design tech experiences that are not only more equitable but also more effective
in reaching and empowering diverse Indian users.

Introduction

The origin of your idea and personal motivation (your story).

The gap between city-based categorisation and real user behaviour. The need for a new framework rooted in
behaviour, not geography.

Literature Review

Existing theories of digital adoption (e.g., Diffusion of Innovations). Limitations of tier-based models in
Indian tech research.

Brief review of urban—rural digital divides and behavioural segmentation globally.

Positioning your theory as a fresh perspective.

Theory Development

Your journey from field observations to building this tiered model.

How users’ behaviours, access, motivations, and emotional associations helped define each tier.
Explanation of the four technology tiers (Tier 1 to Tier 4), not based on city or class but on usage
mindset and relationship with tech.
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Methodology
Your research methods: ethnographic observations, interviews, persona development.
The structure of your research (locations, data points, patterns).

Persona development: How each persona was crafted from real behaviours.

e User Personas (4 Finalised Personas)

e Revi-—The Natural Experimenter (Thanjavur)

Rini — The Purposeful Learner (Kannur)

Stationery Shop Owner — The Practical Adopter (Kozhikode)
Kadheeja — The Dependent Communicator (Age 68)  Each includes:
Context

Tech usage habits Motivations

Quotes

Emotional relationships with technology App usage patterns

Insights and Analysis

Atable summarising the tier classification, use-cases, and emotional anchors.
Patterns that emerged across personas.

Key contrasts and transitions between tiers.

Behaviour-based vs infrastructure-based adoption.

Implications

For product designers: designing beyond metros.

For policymakers and platforms: inclusive digital growth.

For marketers: messaging that speaks to emotional tech relationships, not just data consumption.

Conclusion

Re-emphasis on behavioural lens over geographic segmentation.Recap of your theory’s originality
and practical application.

Future direction: How this framework can evolve and adapt as tech evolves in India.

References

Studies you cited or drew inspiration from.

Articles, behavioural models, and frameworks mentioned.Properly formatted in British academic
style.

Beyond Cities: Rethinking User Behaviour inIndia’s Digital Landscape

ABehaviour-Centric Framework for Understanding India’s Digital Tiers

Introduction

In today’s increasingly digital world, technology adoption is often considered a linear process, where
users from urban areas (Tier 1 cities) are thought to be the most tech-savvy, and those from rural or less
developed regions (Tier 4 cities) are assumed to have limited access and knowledge. However, this
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traditional view overlooks an important aspect: the user’s relationship with technology, which can
transcend geographical boundaries.

One moment that particularly challenged this traditional framework occurred during a visit to a Tier 4
town. There, 1 met a young man who was exceptionally tech-savvy. Not only was he using an
iPhone 15 Pro Max to its full potential—he was also an active content creator on Instagram. He
leveraged Instagram'’s

Insights feature to track his audience's engagement, something that many users in Tier 1 cities might
overlook or take for granted. He was also highly active on

Twitter, a platform typically associated with more digitally advanced, Tier 1 users. His deep understanding
of technology, content creation, and app functionalities far exceeded what | expected from someone in a
Tier 4 city. As a UX researcher from Bangalore, | was surprised by how much I learned from him. In
contrast, even in metro cities, users with the same device may not engage with its advanced features or
tools, despite often being assumed to be more tech-savvy simply because of where they live.

Another experience that deeply shaped my thinking came from walking around in Bangalore itself—a city
known as India’s tech hub. While exploring different neighborhoods, | noticed a striking duality. On one
end, there were people who were exceptional in their use of technology—mastering productivity apps,
running businesses through digital platforms, even coding and creating content on the go. On the
other, there were users who used their smartphones only for calling or

WhatsApp, with very limited understanding of the digital world. This coexistence of high and
minimal digital literacy within the same geography challenged the linear assumptions of technology
adoption tied to urban areas.

These experiences made me question: is geography truly the best lens through which we view digital
users in India?

This paper proposes an alternative model—a Behavioural-Tier Framework—that categorises Indian
technology users not by where they live, but by how they

interact with technology. It emphasises depth of exposure, frequency of use, and emotional connection
with digital tools. By shifting the focus from geography to behaviour, this model aims to provide a
more accurate, empathetic, and actionable understanding of India’s rapidly evolving user base.

Literature Review

Urban-Rural Divide: A Reimagined Perspective

Traditional research has predominantly framed the digital divide as an urban-rural issue, presupposing
that urban areas are more tech-savvy due to their infrastructure advantages. In India, this has often led to
the assumption that rural users are less engaged with technology, primarily due to limited resources.
However, this oversimplification fails to capture the nuanced patterns of digital engagement in both
urban and rural settings.

Take, for example, the vibrant city of Bangalore, often hailed as India’s tech

capital. While the city is home to a thriving tech ecosystem, my own experiences walking through
its streets painted a more complex picture. I encountered people who were extremely proficient with
digital tools—freelancers running entire operations on their phones, gig workers managing multiple app-
based platforms, and college students building portfolios on LinkedIn and Behance. Yet in the same
city, 1 also came across users who were barely comfortable navigating beyond calling or messaging. They
owned smartphones but used them minimally, either due to lack of awareness or confidence.
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This made me reflect deeply on how flawed it is to equate urban residency with

digital fluency. In contrast, rural regions like Wayanad offer surprising examples of technological
resilience. A group of farmers, with minimal formal education, harness smartphones and apps to boost
their crop yields. They rely on YouTube for getting sustainable farming techniques—completely
bypassing the need for formal training.

This scenario challenges the long-standing assumption that urban areas are inherently more tech-
engaged than rural ones. What these examples demonstrate is that, even in the face of infrastructure
limitations, technology adoption can be sophisticated, driven not by location but by the creativity and
necessity of users. Technology adoption, therefore, cannot be solely dictated by geography.

Theory Development

The origin of the Technology Tiers and User Behaviour theory emerged from a recurring insight
during fieldwork and observation: user behavior with technology in India doesn’t align neatly with
urban-rural assumptions.

While roaming around Bangalore, | encountered a striking contrast. On one hand, I met people using
advanced editing tools on iPhones, managing multiple creator

accounts, and confidently navigating ecosystems like YouTube, Instagram, and X.

On the other hand, in the very same city, | found users who struggled with the

most basic phone operations—relying entirely on their children or others for help.

This contrast deeply unsettled the conventional assumption that people in metro cities are uniformly
tech-savvy. It became clear: technology behavior isn’t

dictated by city tier, but by mindset, motivation, and exposure. This revelation

laid the foundation for what would become a more fluid, behavior-first tier system.

Moving Beyond Geography

India’s city classification—Tier 1, 2, 3, and 4—is often used to infer digital

behavior. But this framework assumes behavioral homogeneity across geographic categories, which
real-world observation constantly challenged.

We reframed the lens: instead of classifying users by where they live, we built

behavioral tiers based on how users engage with technology—considering factors like digital access,
emotional connection, learning intent, and usage dependency.

Empirical Foundations

This framework emerged from:

60+ in-depth user interviews across Kerala, Tamil Nadu, Madhya Pradesh, and Karnataka

Longitudinal diary studies tracking app usage over time

On-ground observations in cafes, markets, homes, and workplaces

Conversations with community leaders, creators, shopkeepers, educators, and elders

These insights weren’t just anecdotes; they were field notes, immersion logs, and quotes that
exposed a spectrum of tech fluency. That spectrum became the foundation for this theory.

Defining the Behavioural Tiers
We categorized behaviour into four fluid tiers of tech interaction. These aren’t rigid buckets, but adapta-
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ble zones users can shift between depending on exposure, life events, access, or confidence.

Tier

Description

Tier 1 Empowered Users

Deep digital fluency. Create content, monetize platforms, self-learn. Tech is part of identity and daily
output.

Tier 2 Adaptive Users

Learn proactively. Use tech in profession, parenting, or learning. Selective, intentional, semi-
comfortable across platforms.

Tier 3 Functional Users

Basic usage of social media and digital utilities. Avoids learning new tools unless motivated by immediate
value.

Tier 4 Dependent Users

Uses tech only through guidance or family help. Emotional connection to tech is tied to relationships
(e.g., children/grandkids).

Grounding the Theory with Personas
To bring this framework to life, we grounded the tiers in real user personas from Kerala and Tamil
Nadu—reflecting nuanced mindsets and motivations behind tech use.

Revi —The Creator (Tier 1 Behaviour, Tier 3/4 Background)

Place: Thanjavur, Tamil Nadu « Age: 28 [ Profession: Aspiring Content Creator

Uses an iPhone for high-quality video editing and posting, confidently navigating advanced tools. Known
in his community for his tech skill, despite lacking access to a formal creator ecosystem.

"l might be from a village, but | use Instagram better than most creators in Chennai or Bangalore.”
Pain Point: Lacks mentorship and community for scaling content creation.

Rini—The Passionate Teacher (Tier 2 Behaviour)

Place: Kannur « Age: 40 [1 Profession: School Teacher

Moderately active online. Uses YouTube tutorials, educational apps, and video
conferencing for teaching and parenting. Learns what she needs—nothing more, nothing less.
"I need to stay updated for my kids and my students. That’s why I use these apps."
Motivation: Better education and digital parenting.

Suresh —The Traditional Businessman (Tier 3 Behaviour)

Place: Kozhikode « Age: 50 [ Profession: Stationery Shop Owner

Mostly sticks to Facebook and YouTube. Has Instagram but avoids it. Digital habits are shaped by
his son’s help and business value.

"If it's going to help my business run smoothly, I'm ready to do it. Otherwise, | don’t want to
waste my time on these."

Pain Point: Feels disconnected from newer platforms not directly linked to utility.
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Kadheeja—The Family-Driven User (Tier 4 Behaviour)

Place: Kerala « Age: 68 [ Behavior: College Educated

Uses WhatsApp to video call grandchildren abroad. Watches YouTube on TV, with family help. Doesn’t
initiate digital activity unless it’s relational.

"If my children and grandchildren were here with me, | wouldn’t even use WhatsApp like I’m using
now."

Pain Point: Highly dependent on others; needs more intuitive, senior-friendly experiences.

These personas prove that behavioral tiers transcend geography. A Tier 1 user may live in a Tier 4 town.
A Tier 4 user might live in a Tier 1 city. What matters isn’t just where they live—but why and how they
engage with technology.

Methodology

Research Design

This study adopts a qualitative research approach to explore the diverse experiences and behaviours of
individuals in different geographic regions of India (Tier 1 to Tier 4 cities) regarding their technology
usage and engagement with

digital platforms. The objective is to understand how these users interact withntechnology in their
everyday lives and how their geographical location influences their access to and use of technology.

The study employs exploratory research methods as it aims to uncover patterns and gain deeper
insights into the users' technology adoption, usage patterns, and digital behaviours. This research is
designed to capture nuanced data through personal experiences and subjective perspectives.

Sampling

The target group for this study consists of individuals from Tier 1 to Tier 4 cities in India. These cities
represent a broad spectrum of technology exposure and usage, from highly connected urban centers to
more rural, less-connected locations. The selection of participants was based on purposive sampling
to ensure that we captured a variety of experiences and viewpoints across different geographic contexts.
The sample included a total of 20-25 participants, ensuring a balance between gender, age, and
professional background. Participants were selected to

represent a diverse range of technology use, from tech-savvy individuals in metropolitan areas to those
with limited digital exposure in smaller cities and towns. The age group ranged from 18 to 70 years, with
different educational backgrounds and professional statuses.

Data Collection Methods

Data collection for this study was primarily conducted through semi-structured interviews and
supplemented by ethnographic observations and surveys. These methods were chosen to capture both
personal narratives and broad trends in digital behaviour.

Interviews: In-depth, one-on-one interviews were conducted with participants to explore their
experiences with technology and digital platforms. The interviews included open-ended questions to allow
participants to freely express their thoughts and feelings. Key topics covered in the interviews included:
Frequency and purpose of technology use (social media, messaging, entertainment, work, etc.)

Challenges faced in adopting or using technology
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Differences in technology use across various platforms (e.g., Facebook vs. Instagram, mobile vs.
desktop)

The impact of geographic location on digital engagement

Surveys/Questionnaires: A short survey was distributed to a larger pool of individuals to gather
quantitative data on technology usage patterns. The survey included questions about the frequency of app
usage, access to the internet, and overall satisfaction with digital services.

Ethnographic Observations: During in-person interviews, ethnographic techniques were employed
to observe participants’ natural interaction with their devices. This allowed for deeper insights into
behaviours such as navigation challenges, hesitation in usage, or unfamiliarity with certain app
features—especially among those less familiar with technology.

Data Analysis

The data collected from interviews and surveys were analyzed using thematic analysis for qualitative
data and descriptive statistics for quantitative data.

Thematic Analysis: The interview transcripts were carefully reviewed to identify recurring themes
and patterns. Thematic coding was applied to categorize responses into key themes, such as "technology
adoption,” "challenges in digital literacy,” "social media preferences,” and "impact of location on digital
behaviour." This structured approach enabled the identification of behavioural patterns and technology
engagement trends across geographic and demographic variables.

Descriptive Statistics: For the survey data, basic descriptive statistical methods were applied to
analyze the frequency of technology usage, the most popular platforms, and the challenges faced by users
in different geographic locations. This helped identify trends and relationships between geographic
region and digital behaviours.

Triangulation: The findings from the interviews, surveys, and ethnographic observations were
triangulated to validate the data and ensure a

comprehensive understanding of the users' experiences. By comparing different data sources, the study
aimed to reduce biases and ensure the reliability of the results.

Persona Development

Based on recurring themes and behavioural patterns observed during interviews, surveys, and ethnographic
sessions, we developed user personas to represent key user types across geographic tiers. Each persona
was crafted using real data points—such as app usage frequency, digital confidence, access challenges, and
preferred platforms—to encapsulate the motivations, frustrations, and goals of users in both urban and
rural contexts. These personas served as a human-

centered bridge between research findings and actionable product decisions.

Limitations

While this study provides valuable insights into the technology usage behaviours of individuals
across different geographic regions, several limitations must be

acknowledged:

Sample Size: The sample size of 20-25 participants may not be fully representative of the broader
population across India, especially given the diversity of cities and rural areas. Larger samples would
provide more comprehensive data and insights.
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Geographical Constraints: The study focused on a limited number of cities, and the insights may not
fully reflect the experiences of users in more remote areas or those from other regions of India.

Biases in Self-Reporting: As with any interview-based study, there is a potential for social desirability
bias where participants may present themselves in a more favourable light or may not accurately
recall their behaviour.

Technological Access: Due to the varying access to technology in different regions, some
participants, particularly those in Tier 3 and Tier 4 cities, may have limited or inconsistent access to
devices or high-speed internet. This may have affected the accuracy of their responses or their overall
level of engagement with certain digital platforms.

User Personas

Revi—The Creator (Tier 1 Behaviour, Tier 3/4 Background)

Place: Thanjavur, Tamil Nadu

Age: 28

Profession: Aspiring Content Creator

Education: No formal education in media or technology Behavior:

Uses an iPhone to edit and post high-quality videos. Very comfortable with advanced features like
inbuilt video editing tools. He doesn’t run a formal channel but is known in his local community
for quality content creation. Isolated from peers in larger tech hubs like Chennai and Bangalore.

Quote:

"I might be from avillage, but I use Instagram better than most creators in Chennai or Bangalore."

Pain Point:

Lacks collaborative ecosystem and mentorship that creators in urban centers have.

Kadheeja—The Family-Driven User (Tier 4 Behaviour)

Place: Bengaluru

Age: 68

Education: College educated

Behavior:

Relies on her close circle for anything tech-related. Uses WhatsApp for messages and daily video calls with
her grandchildren abroad. Watches YouTube only on TV, which she learned to use slowly, often needing
family support. Has Instagram and Facebook accounts created by family, but rarely uses them.

Quote:

"If my children and grandchildren were here with me, | wouldn 't even use WhatsApp like I'm using now."
Pain Point:

Lack of intuitive, senior-friendly tech experiences; highly dependent on others.

Suresh —The Traditional Businessman (Tier 3 Behaviour)

Place: Kozhikode

Age: 50

Profession: Stationery Shop Owner

Behavior: Relies on his son for anything tech-heavy. Actively uses Facebook as his friend circle is more
present there. Occasionally browses YouTube for comedy, old Malayalam songs, and movies. Has
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Instagram but rarely opens it.

Quote:

"If it's going to help my business run smoothly, I'm ready to do it. Otherwise, I don’t want to waste my
time on these."

Pain Point:

Feels disconnected from newer platforms that aren't directly linked to utility.

Rini—The Passionate Teacher (Tier 2 Behaviour)

Place: Kannur

Age: 40

Profession: School Teacher

Behavior:

Moderately active online. Uses technology for her own learning and to help her students and kids.
Comfortable using educational apps, YouTube tutorials, and video conferencing tools. Learns selectively
and avoids unnecessary platforms.

Motivation:

Wants to stay updated to provide better education and keep up with her children’s digital lives.

Insights and Analysis

Challenging the Tier-Based Lens in Tech Adoption In India, segmenting users by Tier 1-4 cities has
traditionally been the industry standard. This method links geography to presumed tech literacy and
behaviour. However, our research shows this model is increasingly outdated. The boundaries between
"urban = advanced" and "rural = basic" tech behaviours are blurring

rapidly. Real tech engagement is shaped more by motivation, exposure, community, and contextual
need than by pin location.

Through field visits and user interviews, a clear pattern emerged: users self- navigate technology in
deeply personal, context-specific ways—often contradicting tier-based expectations.

Case-Informed Analysis: Persona-Based Insights

Name

Location (Tier)

Behaviour Level

Tech Usage

Emotional Anchor / Motivation
Revi

Thanjavur (Tier 4)

Advanced Creator

iPhone, Reels, Video Editing Apps
Passion for content

creation, self-

reliance

Kadheeja

Bengaluru (Tier 1)
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Minimal/Support- Based

WhatsApp Video Calls, Basic Apps
Emotional need to connect with family
Suresh

Kozhikode (Tier 3)

Practical, Peer- Led

Facebook only

Peer influence, business

networking

Rini Teacher

Kannur (Tier 3)

Utility-Focused Explorer

LinkedIn, YouTube, Productivity Tools
Mission-driven (education),
self-taught

Emerging Patterns Across Personas

Tier Is Not Just Geography [0 It’s a Mindset

Revi (Tier 4) taught himself high-end editing skills with minimal resources.
Rini (Tier 3) selectively explores new platforms based on utility and relevance.
Both show behaviours often associated with urban, well-connected users.
Support Systems Drive Confidence and Retention

Kadheeja’s use of tech is emotionally anchored—guided by her children.
Adoption is not necessarily linked to literacy, but to trust and encouragement.
Platform Loyalty Is Community-Driven

Suresh uses Facebook exclusively because his peers do.

This social influence trumps interface design or feature innovation.

Users Self-Tier Based on Goals and Relevance

Rini’s tech stack is minimal but functional, based on her teaching mission. She’s open to learning, but
filters tools through personal ROI.

Urban [J Advanced by Default

Kadheeja, living in Bengaluru, still needed family help to navigate WhatsApp.
Urban density doesn’t guarantee high exposure or adoption.

Behaviour-Based vs. Infrastructure-Based Adoption

Traditional Tier Model

Behavioural Spectrum Model

Based on location and infrastructure

Based on exposure, intent, confidence, and goals
Assumes urban = tech-savvy

Recognizes variation even within metros

Focuses on accessibility and bandwidth

Focuses on motivation, learning, and support systems
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Segmentation is top-down
Segmentation is bottom-up and user-informed

Theoretical Bridge: Rogers & The Digital Divide

These observations echo Everett Rogers' Diffusion of Innovations theory—which argues adoption
depends not only on access, but also on awareness, intent, and perceived value. Similarly, the Digital
Divide is no longer just about having internet or devices. It now encompasses:

Skill gaps

Confidence levels

Social ecosystems of learning Purpose-led engagement

UX Implications & Strategic Takeaways

Design for Behaviours, Not Geography

Move away from tier-based personas.

Build for behavioural archetypes like “The Curious Explorer” or “The Guided User”.

Interface Personalization & Progressive Onboarding

Adaptive interfaces based on usage history.  Learning nudges for users like Kadheeja.

Power features unlocked for creators like Revi.

Invest in Digital Literacy and Peer-Led Learning

Community-supported tutorials in regional languages.

Local champions like Rini can be enablers of tech adoption.

Design with Multiple Entry Points

Tiered UI/UX: simple entry-level options with the ability to scale up. \oice-first or image-first
interfaces for low-literacy users.

Content and Platform Strategy Must Follow Social Graphs

Instead of pushing users to new platforms, understand where their communities are like Suresh.
Social validation is a major driver for app usage in smaller towns.

Conclusion

This study reveals that tier-based segmentation is no longer a reliable lens for understanding Indian
users. Instead, a Behavioural Spectrum Matrix, rooted in motivation, independence, and learning style,
offers a richer, more practical framework. Understanding users like Revi, Kadheeja, Suresh and Rini opens
new pathways for inclusive and scalable design across India’s diverse tech landscape.

Let’s stop asking “Where is the user from?”

And start asking “What does the user need, want, and know how to do?”’

Implications

Rethinking the Tier Model

The traditional Tier 1/2/3 city-based model assumes user behaviour is geographically driven. However,
our research shows that user behaviour is shaped more by individual context, exposure, and
motivation than by location alone. A user in Thanjavur can be more experimental than one in Bengaluru
— what matters most is their relationship with technology, their exposure, and their personal
motivations.
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Takeaway: Tech companies and designers must prioritize

behavioural tiers over city-based segmentation when designing products for Indian audiences. Instead of
assuming certain

behaviours based on geography, the design should consider how users engage with technology based on their
exposure, intent, and contextual needs.

Designing for Behaviour, Not Geography

Each persona reflects a behavioural tier shaped by motivation, goals, and

learning capacity:

Revi (Tier 1 behaviour): Needs advanced, creator-centric tools that allow autonomy and flexibility to
explore technology in depth.

Rini (Tier 2 behaviour): Seeks purposeful, educational tools with low learning curves, supporting her
goal of helping students.

Suresh (Tier 3 behaviour): Requires intuitive, value-adding features with minimal disruption,
addressing practical, everyday needs.

Kadheeja (Tier 4 behaviour): Needs assistive, accessible technologies that are emotionally connecting
and easy to use with family or community support.

Design Insight: Interfaces and features should be tailored not just for regions but for user goals,
emotional drivers, and learning capacity. The design should understand what drives users and the level of
engagement they are comfortable with, ensuring that each experience resonates with their unique
motivations.

Language and Accessibility as Core UX Elements

Many users from Tier 3 and Tier 4 behaviours struggle with English or non- intuitive Ul patterns. For
instance, Kadheeja finds mobile Uls overwhelming but can easily navigate YouTube on TV —
highlighting the need for accessible, context-aware UX.

Design Action: Build voice-first or regional-language-first interfaces. Support guided navigation
and co-use modes that facilitate family or community interactions. By considering these factors, we
make technology more approachable and meaningful to users across various behavioural tiers.

Market Strategy Implications

Marketers often over-target urban or English-speaking users, assuming they are high spenders and
technologically advanced. However, the ‘Purposeful Learner’

and ‘Practical Adopter’ personas show that users from smaller towns can spend more consistently
when the value is clear.

Business Insight: Rethink user acquisition and retention

strategies by tapping into intent-based segmentation instead of traditional city-based segmentation.
Users are not defined by their geographic location but by their goals and learning

behaviour, meaning targeting should focus on what drives them rather than where they live.

Technology as a Family or Social Experience
For users like Kadheeja and Suresh, tech is not individualistic but a bridge to family. Even Rini
explores tech tools collaboratively with students or her children. This reflects a core Activity
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Theory concept: technology is often used socially— not personally. The experience of technology
is intertwined with social contexts and relationships, whether for learning or emotional connection.
Design Insight: Build co-use modes, easy sharing, and support structures for families or
communities to explore tech together. Designing with a social framework in mind can elevate the
experience for users who value shared interaction and group learning, ensuring the product works for
multiple types of users at once.

Linking with Theoretical Frameworks

Motivation Theory (Deci & Ryan, 1985) helps explain the emotional drivers behind technology use,
particularly for users like Kadheeja, who is motivated by emotional connection with her family rather
than technological prowess.

Similarly, Activity Theory (Engestrém, 1987) underscores how technology adoption is often a social
activity, supporting the need for collaborative tools for users like Rini and Kadheeja, who engage with
tech in communal settings.

Behavioural tiers challenge the traditional model, suggesting that

motivational and contextual factors drive technology adoption more than geographic segmentation.
Users’ technology engagement is not merely

determined by location but by what they seek to achieve and how they engage with the world around
them.

e Embracing Behavioural Insights for UX Design and Market Strategies

e For Product Designers: Designing Beyond Metros

The shift toward behavioural segmentation allows designers to look beyond metros and understand the
unique needs of users in smaller cities or rural areas. It also means designing for a wider variety of users,
including those who may be less tech-savvy, like Kadheeja, but still deeply engage with

technology in ways that suit their needs.

For Policymakers and Platforms: Promoting Inclusive Digital Growth

Policymakers and digital platforms should prioritize inclusive digital literacy programs that cater to
diverse behavioral needs. This could involve initiatives that help people from smaller towns (who may
not be as tech-savvy) gradually build up their skills, particularly with contextually appropriate resources
like regional-language content and accessible tech.

For Marketers: Messaging That Speaks to Emotional Tech Relationships

Marketers should move away from data-driven assumptions and focus on crafting messages that resonate
with users' emotional connections to

technology. Whether it’s for family bonding (Kadheeja) or educational tools (Rini), marketing should
speak to the purpose behind the technology use rather than just its functional capabilities.

Final Thoughts:

This revision ties the behavioural tiers back to the motivational theories and

Activity Theory, enhancing the foundation with strong academic concepts. It also emphasizes co-use,
social experiences, and intent-based segmentation, making the implications more actionable for
product designers, marketers, and policymakers alike. The actionable insights around language,
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accessibility, and user goals are now framed more clearly, strengthening the recommendations for a
wider audience.

7.Conclusion

his paper introduced the theory of “Behavioural Technology Tiers”, challenging the conventional
classification of users based on geographic city tiers (Tier 1/2/3/4). Through ethnographic insights and
four grounded personas — Revi, Rini, Suresh, and Kadheeja — we demonstrated that technology
usage and behaviour are influenced more by context, motivation, and social dynamics than physical
location.

Our findings emphasize that:

Users from smaller towns or rural regions are not inherently behind in tech usage — many exhibit Tier 1
behaviours when given access and purpose.

Design and product strategies that rely on city-based assumptions risk overlooking emerging user
behaviours in underrepresented areas.

Language, co-use, trust, learning ecosystems, and social structures deeply influence how and why users
adopt or resist technology.

Future Directions: Adapting the Framework in an Evolving Tech Landscape

As India’s tech landscape continues to evolve, so too must our understanding of user behaviour. With
emerging technologies like artificial intelligence,

augmented reality, and an increasing reliance on mobile-first ecosystems, the Behavioural Technology
Tiers framework offers a flexible, dynamic lens through which user behaviours can be interpreted across
time and context.

These tiers aren’t fixed — people move between them as their needs, environment, exposure, or age
change. A user who is Dependent today may

become Functional or even Empowered tomorrow — with the right tools, support systems, and
motivation.

The future of this framework lies in its adaptability — not only in reflecting new forms of technology
adoption but also in continuing to serve as a human-

centered guide for creating inclusive, relevant, and accessible tech experiences.

Policymakers, tech developers, and marketers can leverage this framework to anticipate and address
the needs of emerging user segments, ensuring that inclusivity remains at the forefront of innovation.

Conclusion Recap:

Re-emphasis on the behavioural lens over geographic segmentation.

The originality of the Behavioural Technology Tiers theory and its practical applications in tech
design, marketing, and policy.

The framework’s evolutionary potential to stay relevant as emerging technologies and digital literacy
initiatives reshape how users from all backgrounds interact with technology.

By shifting away from static geographic models, we can design and deliver

technology experiences that are not only more inclusive but also deeply attuned to the real needs and
behaviours of users across India’s diverse population. This approach opens up new possibilities for tech
adoption, ensuring that products and services can reach and empower everyone — regardless of where
they live or where they start from.
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