
EMPATISK 
KARTLEGGING
TENKER

Hva tenker de på når de hører om problemet som diskuteres?

FØLER

Hvilke forventninger har de til det?

Hva ville gjøre dem lykkeligere angående problemet?

Hva frustrerer/gjør dem motløs?

SIER

Hvordan ville de forklare denne 

situasjonen/problemet/problemet til en venn?

GJØR

Hvordan unngår de å ha problemet? Hvilke aktive tiltak tar de for 

å løse det?





EMPATISK KARTLEGGING

SAYS THINKS

DOES FEELS

USER

I want to try 

out the 

product

How do I buy 

this?Do you have 

any special 

deals?

How much 

does this 

cost? 

Is there any 

customer 

support 

available?

Why would I use 

this product??

I wonder if 

there is a 

better 

alternative

Wow! This 

sales process 

is great!
The product 

seems 

confusing..

How do I get 

started?

Walks away 

from product

Overwhelmed

ExcitedLists 

pros/cons
Unsure

What’s the 

refund policy?

Asks for free 

trial

More research

Purchases 

product

This was a 

great 

purchase

This was a 

waste of 

money

Anxious

It is too 

expensive

Asks friends or 

colleagues what 

they think



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?

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?

7 What do they THINK AND FEEL?

PAINS

What are their fears, 

frustrations and anxieties?

GAINS

What are their wants, 

needs, hopes and dreams? 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?

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?

4 What do they SAY?
What have we heard them say?

What can we imagine them saying?

What other thoughs and feelings might 

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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