
THINK & FEEL 
What is important to the customer/user? 

What are her hopes and fears? 

!SEE 
What is the customer/user’s 

 environment like? 
!

HEAR 
What influences the customer/user? 

SAY & DO 
What is the customer/user’s attitude? 

What are her key activities? 

PAINS 
What obstacles or challenges 
 does the customer/user have? 

GAINS 
What does the customer/user hope to achieve? 
How might she measure it? 

EMPATHY MAP 


