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Quick guide: The Empathy Map is a tool for emphatic target 
group analysis and helps users to perceive their own feelings 
better and to empathize with their own actions. The aim is to 
gain a deep insight into potential users by answering as many 
open Wh-questions as possible. 

EMPATHY MAP

Seeing
What does the customer/user see?

Pains
What are the biggest problems and challenges?

Gains
What are the opportunities and benefits?

Hearing
What does the user/customer hear?

Thinking and feeling
What does the user/customer think and feel? 

Saying and doing
What does the customer/user say? 

More tips & tricks for this template on book page: 93
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