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• Have empathy 
• Be human, introduce yourself 
• Seek stories 
• Talk about feelings 
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CREATE A COMFORTABLE ENVIRONMENT: 
Have empathy: 
Empathy is when you can feel what another person is feeling. By deeply understanding people we are better able to design for them. 
 
To empathize, we: 

• Immerse: Experience what your user experiences. 
• Observe: View users and their behavior in the context of their lives/situation. 
• Engage: Interact with and interview users through both scheduled and short ‘intercept’ encounters. 
• Empathize to discover people’s expressed and latent needs so that you can meet them through your design solutions. 

 
Be human, Introduce yourself: 

• Introduction: introduce yourself and your project in way that is comfortable to you. Try something like: 
o “We are Change Agents and we’re doing a project on the __________ experience. Could we talk to you for a few minutes?” Exchange names. 

• Kickoff: shift the focus to your user. “How are you doing today?” (and actually listen).  
• Build trust: offer something of yourself.  
• Be affirming. “Tell me a little bit about (your experience today . . . , how you use . . . , what you think about . . .)” 

 
Seek stories 
Evoke specific stories to learn about what your interviewee does, and more importantly, thinks and feels. 
 
We are talking about the past and present, not the future. 

• “Can you tell me about the first time you ______? 
• “What do you remember about that (day)?” 
• “What was your best/worst/craziest/most memorable experience with (area of focus).” 
• “Could you tell me story about a time . . .” 
• “What would I find surprising about . . .” 

 
Talk about feelings 

• “Walk me through how you . . . (made that decision, completed that task, got to a place, etc.). What were you thinking at that point?” 
• “Why do you say that? . . . “Tell me more.” 
• “How did you feel at that moment, when ____ happened?” 
• “Could you tell me why that is important to you? What emotions do you have (about that)?” 
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INTERVIEW TIPS: 
• Encourage stories: Whether or not the stories people tell are true, they reveal how they think about the world. 
• Look for inconsistencies: Sometimes what people say and what they do are different. These inconsistencies often hide interesting insights. 

Gracefully probe these contradictions. 
• Don’t be afraid of silence: Interviewers often feel the need to ask another question when there is a pause. Sometimes if you allow there to be 

silence, a person will reflect on what they’ve just said and say something deeper. 
• Listen to nonverbal cues: Be aware of body language and emotions. 
• Ask questions neutrally: “What do you think about this idea?” is a better question than “Don’t you think this idea is great?” because the first 

question doesn’t imply that there is a right answer. 
• Don’t suggest answers to your questions: Even if they pause before answering, don’t help them by suggesting an answer. This can unintentionally 

get people to say things that agree with your expectations. Ask questions neutrally. 
• Stay on the same path of a question: Respond to what your interviewee offers and go deeper. Use simple queries to get him to say more: 

o “Oh, why do you say that?” 
o “What were you feeling at that point?” 
o “What is the reason for that?” 

 
AIR YOUR ASSUMPTIONS and PLAN YOUR QUESTIONS 
It’s okay to have assumptions about your users when you go into the field. 
Designers acknowledge and test these hypotheses. 
1. Capture your assumptions; write them down.  

(ex. “Millennials don’t want to get to work before 11 am.”) 
2. Create a question to test your to test your hypothesis.  

(ex. “Do you like to sleep in and get to work late?”) 
3. Reframe your question so it is not loaded with your opinion.  

(ex. “What time did you get to work yesterday? Is that typical?”) 
 

PROBE YOUR TOPIC 
Use stories to learn about what your interviewee does, and more 
importantly, thinks and feels. Try to be Oprah Winfrey – get them talking, 
having them tell a story that paints a picture of what they were thinking and 
feeling, in addition to what they were doing. 

• “Tell me about the time you . . .” 
• “Walk me through your experience . . .” 
• “What was your best/worst/craziest experience with . . .” 

 
 

Follow up with “Why” 
“Really? Can you tell me why that matters?” 
“Say more about that….I see…Do you know why you think that?” 
“Okay. And that is important because…” 
“Got it. So, you want ______ because ______” 
 
 
 

QUESTION WHY AND TALK ABOUT FEELINGS 
“Why?”  (You can always follow up with “why?”) 
“Mmm hmm. Why did you do/say/think that?” 
“Really? And why was that?” 
“Oh, how does that make you feel?” 
“And what were you feeling then?” 
“Can you say more about that?” 
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CAPTURE THE CONVERSATION: 
CAPTURE DETAILED NOTES 
What you see: Body language 
What you hear: Quotes, stories, key words, contradictions 
What you feel that your user is feeling: Emotions, Beliefs, confusion 

NOTE YOUR ENVIRONMENT 
People: Who is there? Are they interacting? 
Energy: Where is the energy? How is it flowing? 
User: Does your user fit in here? What does this place offer him/her? 
 

 
Question Comments, Quotes, Stories: Insight, Body Language, Contradictions, 

Emotions, Beliefs 
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How to Interview:  

• Document context/situation and hypothesis in the form of a problem statement. 
• Introduce yourself and the scribe. Create rapport. 
• Record the respondent’s demographics. 
• Start questioning the interviewee, try to capture what people say and document your insights (infer what it means). 
• Thank the interviewee and set expectations around next steps. 
• After the interview take 15 minutes with your scribe to talk about what you heard.  Write down the themes that came out of the 

interview. Interviewing with empathy can do what quantitative surveys can’t do: get to the root cause of why someone thinks the 
way he does and has a certain perception. Take time to understand what was said; this will make it easier to find the themes. 

• Unpack your notes and interview findings (empathy mapping). 
• Summarize your findings in the form of a persona. 

 

Interviewee: I love candy. (Less empathetic person thinks: of course you do, everyone does, and candy is awesome.) 
 
Interviewer: Really? What is it about candy that you like? 
 
Interviewee: I like it because it's sweet. (Less empathetic person thinks: yep, that's why everyone loves candy.) 
 
Interviewer: What is it about sweetness that you like? 
 
Interviewee: It reminds me of when I was a kid. 
 
Interviewer: What is your favorite candy? 
 
Interviewee: Almond Joy. 
 
Interviewer: Was that your favorite candy when you were a kid? 
 
Interviewee: Yeah, as long as I can remember. 
 
Interviewer: What comes to mind when you think about being a kid and eating an Almond Joy? 
 
Interviewee: Well, I remember my mom buying them for me when my dad was out of town; he traveled a lot for work. While he was gone we would 

go to the park and plan all the stuff we were going to do when he got back from his business trip…When he died, I took her an Almond 
Joy bar and we didn’t talk at all.  We just ate our Almond Joys with tear in our eyes.  
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Problem Statement: 

The Problem we are looking to explore _____________________________________________________________________ 
 

 

Creating a Hypothesis Statement: 

The team thinks that ____________________________________________________ 
(new process/experience) 

 

Will solve _____________________________________________________________  
(patient/customers need and the practice’s issues/opportunities)  

 

Supported by __________________________________________________________  
       (process, people, technology, departments) 

 

Will result in __________________________________________________________  
       (result/changed behavior/changed attitude) 
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Create a quick Interview guide:                                      Create your own questions:   
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

A.  Be Human; build rapport: 

Introduction: introduce yourself and your project in way that is 
comfortable to you. Try something like: 

“We are Change Agents and we’re doing a project on the __________ 
experience. Could we talk to you for a few minutes?” Exchange names. 

“How are you today?” 
“Nice to meet you.  Tell me about where you are from.” 
 
B. Seek Stories 
 
“Could you tell me about a time you…”  
 
“What would I find surprising about how you… 
 
“Could you tell me why that is important to you? What emotions do 
you have (about that)?” 

“What was your best/worst/craziest experience with . . .” 

 
C. Talk about feelings.  Dig deeper by following up. 
 
“Why do you say that?”  ”Tell me more.”  “How did you feel at that 
moment, when….happened?” 
“Really? Can you tell me why that matters?” 

“Say more about that….I see…Do you know why you think that?” 

 
 
 

On this page, rewrite your questions to be open-ended and 
neutrally-stated — and organize them into a conversation arc. Think 
of your questions not just as topics to cover, but as ways to get 
people to share. 
A.  

 

 

 

 

 

B.  

 

 

 

 

 

 

C.  
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Insights: 
1. What do you think is important to the Interviewee?  What do they value? 

 

 

 

2. What did you see as the main pain points / barriers in their interview? 

 

 

 

3. What surprised you, if any about the information you received during the interview? (What were your AHA! moments) 

 

 

 

4. What were the inconsistencies with what they said versus what they did? 

 

 

 

5. What was their non-verbal body language saying to you during the interview? 
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Unpack Your Findings: 
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Create Personas: 

 


