
Empathy Map Worksheet 
Use this worksheet to help your team or clients deeply understand 
users’ perspectives when designing digital experiences, services, or 
brands. Mapping empathy promotes human-centered, inclusive, 
and emotionally resonant outcomes.


How to Use 

1. Identify the user, audience segment, or client you are mapping.

2. Fill in each quadrant based on what you know, observe, or discover from interviews, 
research, or feedback.

3. Reflect on central needs and pain points to guide design or storytelling solutions.


Empathy Map Structure 



Center: Needs & Pain Points 

• What core needs or frustrations does this person have?


• How can your design or story address these directly?


Key Principles 

• Focus on user goals and motivations over technical features.


• Prioritize removing obstacles and reducing negative emotions during user interactions.


• Let real user feedback guide iterative improvements for lasting impact 

Quadrant Description Example Prompts

Says
What are key things the 

person says out loud?

“I wish this was easier 

to use.”

Thinks
What are their thoughts, 

beliefs, worries?

“Is this really meant for 

me?”

Does
What actions or 

behaviors do they take?

Navigates away 

quickly, uses 

accessibility tools

Feels
What emotions do they 

experience?

Frustration, curiosity, 

anxiety, delight
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Worksheet Layout 

Refer to the visual worksheet below to guide or print your empathy mapping session.


Helpful Tips 

• Gather insights from real conversations, surveys, or observation.


• Include direct quotes and authentic examples for a richer map.


• Tie every insight back to a potential action, improvement, or design response.


• Encourage your team to experience the product or environment as a user would.


• Challenge your own biases and assumptions by reflecting on whose voices are missing 
and why.


• Revisit and update the map regularly as you learn more.


• Turn insights and quotes into short stories, personas, or scenarios that humanize the 
data.


• Promote a culture where questions, curiosity, and continuous learning are valued.


This worksheet is designed to move beyond assumptions—inviting empathy, reflection, 
and creativity into every stage of your design process. By grounding your choices in real 
user needs and pain points, you ensure that your solutions are both meaningful and 
impactful.
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