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Sympathy &  Empathy DL l
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® “By the imagination we place ourselves

In his situation, we conceive ourselves

enduring all the same torments” B 2=
o [EBEDFTHFORRCEESE. AL T
BREICMA TWBcEaZRUD S &
® Sympathy &L TULVBH. Empathy#y

‘ H# . Adam Smith, “Theory of Moral Sentiments” , 1759
1 © Tokyo Online University




Sympathy &  Empathy DL l
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Designed for Designed by

Dater Version
Empathy Map Canvas
WHO are we empathizing with? GOAL . What do they need to DO?
Who i the person we want to understand? What do they nead to do differently?
WWhat is the situiation they are in? What job(s) do they want or need 1o get done?
‘What i their role in the situation? What decision(s) da they need to make?
How will we know they were successiul?
' What do they THINK and FEEL?
PAINS GAINS
t are their fears, What are their wants,
sirations, and anxieties? needs, hopes and dreams? =~ What do they SEE?

2 in the marketplace?
2 in their immediate environmeant?

hat do th
What deoth and doing?
Whal are they walcl nd reading?

What do they HEAR? C

What do they SAY?
What have we heard them sz
What can we imagine them

‘What other thoughts and feslings might motivate their behavior?

What do they DO?
What do they do today?

What 1or have we observed?
What can we imagine them doing?

Last updated on 16 July 2017, Download & copy of this canvas at http://gamestorming.com/empathy-map/ © 2017 Dave Gray, splane.com

H : Dave Gray, Empathy Map Canvas, https://medium.com/the-xplane-collection/updated-empathy-map-canvas-46df22df3c8a
© Tokyo Online University
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® 19994, COOPER, A. “The inmates are running the asylum:

Why high-tech products drive us crazy and how to restore
the sanity”, SAMS
® 20004, 735> - U—)\—. [O>Ea—7F. BLIHNLIET
fEXIRL ] Al
® Goal-Directed Design (B#ZFxi&E:%:t)
® 2008%. 75> - 2—)\—. [AboutFace3 1>45>50>3>
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Scénarios

S YSJBANNE YBEISINEC BY 4.0  https://fr.wikipedia.org/wiki/Persona_(marketing)#/media/File:Exemple_de_Persona.png



Kyle Fisher - Potential Drake Motors Small SUV Buyer

Personal Profile Bakground

=[] =]
H 5=

=

Attributes

&t

"l want a vehicle with outstanding
fuel economy, smart features
and enough space for me and

my family."

Kyle's Product-Content Needs From Existing Assets s

Daniel Eizans(C X3 X,
https://www.flickr.com
/photos/deizans/5525
707263

CC BY-NC-ND 2.0
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Rail Europe Experience Map

Guiding Principles

People choose rail travel because it is

Rail booking is only one part of people’s larger

convenient, easy, and flexible. travel process.

People build their travel plans over time. People value service that is respectful, effective

and personable.

Customer Journey

STAGES Research & Plannil Shopping Booking Booking, Pre-Travel Travel 3 Post Travel
i Entortdps || Roview @S © | coopem v L Par Raview ) i ) Snare exparience i
AL EUROPE Ressarch destinators, routes and products ; SRt Do et | R it for paper tickets to anve Actiiies, unexpected changes
Select passics) ey 3 opfionsliiopions: i oot Follow-up on for bookng changes
Destination
Look v
/ " ©hange  Ghack ticket Sharo
s g TN e tables plans =it £-ticket Print s
\ e _—_at Stalion
‘ \ ] ( ~n S
ey { M |
Plan with . /e sary -, ) oo : : : N N
interactivemap -~ (finding pass) Share
experience
May call (reviews)
babe difficulies
ocour
Blogs & Kayak, e =
Trave! sites m’:“Pf’"’ H Print e-tckets =
/ airfare v v v at home Pager tickets
1 artive in mail
Talk with hf;“r::f:f
friends.
searches. hotels \3
o, bul il 0 pay « Do | have everything | need? o just figrad ying to return ticket | was nat able to use. Not
- * Rail Furape website was easy and frisndy, but ot mere tains. don suraif 1l get 4 refund e rol.
THINKING + How much wil my whol o Gost me? What are my when an fssu carme uo, | couicn't get halp, on the rgh 1, what nex? « People are going 1o love these phatos!
. 'N:“r:('i FAS— answering the phooe. How o Vihat il | do f my ti fon't arive in time? ke more travel plans. How to * Naxt time, routes and avilability
- - question answered? more carefully.
 Its hard to frust Trip Advisor. & experience is easy and frienchyt  Stressad that I'm about to leave the country  Excited to share my vacali
0 negathe. . cated to not ko i 0.t which and Rai Eu answer the phone. my friands.
FEELING w can't af (Beping track of all the diffgren s & eTickets and which are peger tick * Frustrated that Ral Europe won't ship tickels * A bit amoyed 1o be dealing with ticket
» I don't want to make the wroag choice, Not sure my tickets wil armive in tms. to Europe. issues when | just got home.
* Hagpy to receive my tickats in the mail!
il
EXPERIENCE of Rail Eurg
Helpfulness of Rail Europe Helpfulness of Rail Europe Helpfulness of Rail Eurepe Helpfulness of Rail Eurcoe Helpfulness of Rail Europe Helpfifess of Rail Europe
Opportunities
GLOBAL PLANNING, SHOPPING, BOOKING POST-BOOK, TRAVEL, POST-TRAVEL I—
Communicate a clear value Help people get the help they Support people in creating their Enable people to plan over time.  Visualize the trip for planning Arm customers with information Improve the paper ticket Accommodate planning and
proposition. need. own solutions. and booking. for making decisions. experience. booking in Europe too.
STAGE Intie vist STAGES: Cloca STAGES: Giobal STAGES: Pienting, Shepping B Saning, Shopgig STAGES: Shoppng, Bockirg STAGES: Poet-Booking, Travs), Foe-Tiavel STAGE: Tiswing
Make your customers into better,  Engage in social media with Connect planning, shopping and  Aggregate shipping with a Proactively help people deal Communicate status clearly at
more savvy travelers. explicit purposes. booking on the web. reasonable timeline. ‘with change. all times.
143 Gosal SIAGES: Gk STAGES: Fenrirg, Sheppn. Boking 140 Hockirg STAGES: Pt Buosing, Ty STAGES: Posi Tooking, e T
Information | Stakeholder intenve: Customer Experience Survey ongring, é Lnea M') Nxviness but
sources = Cognitive walkthrou Existing Rail Europe Documentation e — frme besad
adaptive path

Rosenfeld Medialc k3

Expariance Map for Ral Eur

August 2011

. https://commons.wikimedia.org/wiki/File:SD053-
5 © Tokyo Online URil@ksig_5.14_(8462249080).jpg , 2013, CC BY 2.0
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Keep satisfied

Power

Monitor Keep informed

Apathetics Defenders
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Internal

stakeholders i
Suppliers

Society
Employees

Government

@IITB- - Company

Shareholders

Customers
h@&%mmﬁgaﬁmw https://commons.wikimedia.org/wiki/File:Stakeholder_(en).svg CC BY-SA 3.0
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