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EMPATISK
KARTLEGGING

TENKER
Hva tenker de pa nar de hgrer om problemet som diskuteres? SIER
Hvordan ville de forklare denne
FOLER situasjonen/problemet/problemet til en venn?
Hvilke forventninger har de til det?
Hva ville gjgre dem lykkeligere angaende problemet? GJOR
Hva frustrerer/gjgr dem motlgs? Hvordan unngar de a ha problemet? Hvilke aktive tiltak tar de for

a lgse det?



/
( What goes on in your customer’s mind?
{What is really impartant to him (which he might neg say pubicly)z / What might keep him up af night?
What are his dreams and aspirations?)

&

\_/\'\‘___/ - \_/ — <L
HEBB "

Describe how the envii infl the
[Whatdoes his friend say? / What is said ot work? / Which media
channels doe he use to get his news?

Your persona here

)
|
SEE

X r\ wANA gt
ATAT
Imagine what the customer might or how he
o8 might behave in gubﬁ‘:yf Describe what the sees in his
[What could he be telling ta others? / What is his attitude? / What are (What surrounds him?/What types of offers is he exposed to
the differences between what he thinks and what he does?) on a daily basis?/What problems does he encountert)
Pain Gain
(What are his biggest frustrations? / What obstacles stand between him and what he wants to achieve? / (What does he truly want to achieve? / How does he measure success? / What strategies might he use
to achieve his goals?)

Which risks might he fear taking?)
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How much
1 want to try does this
out the cost?
product What's the
refund policy?
Itis too
expensive
How do | buy
Do you have this?
any special
deals?
Asks friends or
colleagues what
Purchases they think
product Asks for free
trial
Walks away Lists
More research

from product pros/cons

Wow! This "h 1
y wou use
The product sal.es process thic product??
seems is great!
confusing..
I wonder if
thereis a
How do | get better
Is there any started? alternative
customer
support
available?
This was a
great Anxious Overwhelmed
purchase
This was a
. waste of
Unsure ST money




Kopiert etter Dave Grey

1 WHO are we empathizing with?
Who is the person we want to understand?
What is the situation they are in?

What is their role in the situation?

6 What do they HEAR?

What are they hearing others say?
What are they hearing from friends?
What are they hearing from colleagues?
What are they hearing second-hand?

7 What do they THINK AND FEEL?

What are their fears,
frustrations and anxieties?| needs, hopes and dreams?

What other thoughs and feelings might
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GOAL 2 What do they need to DO?

What do they need to do differently?

What job(s) do they want or need to get done?
What decition(s) do they need to make?

How will we know they were successful?

GAINS
What are their wants,

3 What do they SEE?

What do they see in the marketplace?

What do they see in their immediant environment?
What do they see others saying and doing

What are they watching and reading?

4 What do they SAY?
What have we heard them say?
What can we imagine them saying?

motivate their behaviour?

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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