
Empathise
Tool: Empathy Map – template

Name: (Alias)
Age:
Gender:
Role: (Type of stakeholder)

What does this person say and do (attitude in
public, appearance, behaviour towards others)?
Can you remember a quote?

What does this person hear…?
for example from other persons, in the news, etc.?

What does this person think and feel?
(worries, aspirations, what really counts for them?)

What does this person see?
(environment, friends, market offers, etc.)

Gains Pains

How is this person compensated for a particular
challenge? Might there already be a helpful
solution?

Which pains does this person have?
Which needs are not fulfilled?



Empathise
Tool: Empathy Map – example

Example – reflection:

• This Empathy Map shows the current situation
experienced by  a new student who studies
Fashion Management in Hamburg. Her name is
Andrea and the analysis comes from a true case.

• The map was created based on recent
conversations and summarises her situation in a
few keywords.

• Whilst the map already provides some good
hints regarding a new student’s situation in
Hamburg,
it would also be useful to compile some more
empathy maps of new students with a slightly
different profile (e.g. different gender / nationality
/ university) in order to identify common needs,
themes and topics which the future solution
might address.

• However, you can use these results to formulate
hypotheses about the general situation of
students in Hamburg. These can be used, for
example to refine your interview guides and
systematically validate the hypotheses you have
already developed with respect to the current
challenge.

• Do the same with the other stakeholders.

Gains Pains

Name: Andrea
Nationality: German
Age: 20
Gender: Female
Role: New Student (Fashion

Management) in Hamburg

I want to meet new people

I m curious how the
other students are

I want to find a job
to earn money and
finance my studies

Hamburg is such a great city – I
want to visit all the museums

There is so much to
see and learn

Affordable rooms
are hard to get

I want to live
together with nice

co-students

Hamburg is expensive

You need to be in a
network not to be alone –

hard to get in

Good Jobs are hard to get

Peer group spending
time together

People living together,
cooking and cleaning together

– having fun

Students from other
Universities using special apps

Advertisements and articles
about other Univs

Instagram stories of
influencers in HMBG

I m lonely,
none of my
old friends
visits me

My roommate is so
distant, I want to
find another room

I need a new laptop
or iPad to be able to

do better in my
studies

Cheap WA calls
with friends & family

Follow friends on
Instagram

Stay longer at work and spend
time with colleagues

Visit museums &
bookshops on Sundays

Loneliness

Time pressure to
finish studies

New environment
to navigate

Quickly find solutions for
my challenges
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