EMPATHY MAPPING:
UNDERSTANDING USERS
AND PRIORITIZING THEIR
NEEDS

DESCRIPTION

This job aid presents an empathy map to
enable product and service designers not
only to understand user behaviour, but also
to visually communicate their understanding
to others.

WHEN TO USE

+ Before building or redesigning a product,
service or program to get an initial shared
understanding of the users and their
needs

+ Atregularintervals as your user segment
changes

PAIRS WELL WITH

» Stakeholder Mapping (DDN2-J07)

* User Persona (code TBD)

» Journey Mapping: Visualizing the User’s
Journey (DDN2-J04)

* How to Compose a Point-of-View Problem
Statement (DDN2-J06)

PURPOSE

Empathy maps can be used to:

+ communicate knowledge about a
particular type of user

« create a shared understanding of
user needs and motivations

» display user attitudes and
behaviours at a glance

* reveal possible knowledge gaps
about a user

+ aid in decision-making

DESIRED OUTCOME

A visual representation of the users’
behaviours and attitudes that helps to:

» understand and create an affini-
ty with the user’s perspective as
the user tries to perform a task or
achieve a goal

HOW TO USE

1. Select the type of user you want to
explore further.

2. Complete the template on page 2
based on your experience of the
user. You may use the template’s
prompting questions as inspiration

« HEAR AND SEE: What types
of influences are your users
exposed to in their environment?

« DO AND SAY: What types of
actions and behaviors are you
observing?

« THINK: What mental
preoccupations might your users
have? What does this tell you
about their beliefs?

+ FEEL: What types of emotional
preoccupations are your users
feeling?

3. Share your thoughts about the us-
ers with your team and summarize
them. This process may identify
new needs, new attitudes, new
behaviours and possibly even yield
new insights.
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TIP:

+ Consider the positives: Identify as many positive experiences for the users as you can.
+ Consider the negatives: Identify as many negative experiences for the users as you can.
» Consider any additional interesting points: Identify all the interesting points that you have not yet considered for the users.

1. WHO are we empathizing with? 2. What do they need to DO?
Who is the person we want to understand* What do they need to do differently?
What 1 the.snuatl_on they arelln? What job(s) do they want or need to get done?
What is their role in the situation? What decision(s) do they need to make?
How will we know they were successful?
7. What do they
THINK and FEEL?
PAINS GAINS 3. What do they SEE?
What are their fears What are their wants, What do they see in their immediatt_a environment?
and frustrations? needs, hopes and What do they others saying and doing?
dreams? What are they watching and reading?
6. What do they HEAR? .
What are they hearing others say? What other thoughts and fe?"”%s 4. What do they SAY?
What are they hearing from friends? might motivate their behaviour What have we heard them say?
What are they hearing from colleagues? What can we imagine them saying?

What are they hearing second-hand?

5. What do they DO?
What do they do today?

What behaviour have we observed?
What can we imagine them doing?
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