
Empathy Map
This tool helps teams see beyond assumptions and get curious about others’ perspectives. By exploring what people see, hear, think, 
feel, say, and do, you can design communication, support, and solutions that truly meet them where they are.

GOAL
WHO

do we want to understand?
What's the situation they’re in?

What's their role in the situation? 
What job(s) do they need to get done?
What decision(s) do they need 
to make?
How will we know they’re 
successful? 

What do they need to

DO? SEE
What do they see in their environment? 
In the market? In others behaviors? In the media? 

What are they hearing people say? 
Peers? Managers? Clients? Others? 

HEAR

SAY & DO
How have they reacted to things in the past? What behaviors have we observed when they’re engaged? when things are challenging? 

How do they express their opinions or feelings? What do we hear them say to others?

THINK & FEEL
PAINS

What are their fears, frustrations, & anxieties?
What keeps them up at night?

GAINS
What are their wants, needs, hopes, & dreams? 
What makes them feed proud, confident & successful?  

What other thoughts & feelings might motivate their behaviors?
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