
Empathy Mapping 
   

  

 
Instructions: 
1. Conduct Research: Whether you use deep-dive interviews or fly-on-the-
wall observations, the best empathy maps are created using real data.  
2. Unpack as a Team: Be sure to allocate enough time for the team to 
synthesize all the information from each interview. In general, a typical 
interview will take about 30 minutes to visually unpack using post-it notes and 
markers. 
3. Look for Pains, Gains, and Contradictions: As the team unpacks each 
interview, keep a record of what challenges the user faces, what goals the 
users have, and what information seems to be a contradiction or 
counterintuitive. 
4. Consolidate Maps: If the team discovers common themes or clear overlap 
in the customer's story and motivation, consider pairing these maps to be 
combined during the next step of creating personas. 
5. Prepare Personas: Empathy maps usually serve as the foundation for 
creating customer personas. As create your personas, be sure to follow the 
"one-to-one" rule, connecting every persona back to a specific empathy map. 
 

 An empathy map is a collaborative tool that is used by project 
teams to unpack customer interviews to synthesize information 
from their conversations and observations. The empathy mapping 
tool helps teams gain deeper insights into what the customer was 
thinking and feeling.  
 
The empathy mapping tool consists of four quadrants: 

 SAY: What are some quotes and defining words the 
customer said during the interview? 

 DO: What was the customer doing in the story they shared? 
What actions (such as changes in body language) and 
behaviors did you observe during the interview?  

 THINK: What might the customer be thinking? What does this 
tell you about his or her beliefs and motivations? 

 FEEL: What emotions might the customer be experiencing? 

 In the layout of the tool, the “Say” and “Do” sections are on the left 
side of the page, with “Think” and “Feel” being on the right. Down 
the center of the page is a centerline, which is often referred to the 
“Line of Inference”.  
 
The content of the “Say” and “Do” sections are often very factual. 
However, the content of the “Think” and “Feel” sections must be 
inferred by paying attention to various clues such as changes in body 
language, tone of voice, and word choice. 

 


