CUSTOMER EMPATHY MAP

6 HEAR

What are they hearing from others?
What/who is influencing them?

_____________________________________________________________________________________

PICTURE | NAME | TITLE

_____________________________________________________________________________________

1 KEY TRAITS

What are their unique characteristics?
What is their situation?

7 THINKING

What is weighing on their mind?
What questions are they trying to answer?

5 FEEL 4 DO

What are their pains and fears?
What emotions might explain their actions?

What do they do today?

What actions/behaviors can be observed?

2 SEE

What are they seeing in the market?
What are they paying attention to?

3 SAY

What do they say?
What can we imagine them saying?

KEY TOUCHPOINTS

What are the primary ways this customer
interacts with us in attempting to get this
Job done?

KEY HIGH POINTS

What do we do that makes this customer’s
Job-to-be-Done easier and/or faster?

POINTS OF FRICTION

What do we do that slows this customer down

from achieving their Desired Outcome?

VALUE GAP

What happens during this Job that may

prompt this customer to seek other solutions?

(“l can’t when .7)
(“It’s difficult to when .7)

INTERNAL PROCESS

Which of our company processes or
activities are most closely linked to the
Points of Friction and Value Gap?

KEY OPPORTUNITIES

How might we improve this Job-to-be-Done

experience in the future?
(quick wins, experiments, solutions, etc)

JOB-TO-BE-DONE
(Main Objective)

Verb + Object +
Circumstance

(e.qg. Protect important
information from exposure)

DESIRED OUTCOME
(Key Result)

Delta + Measure +
Focus

(e.g. Mimimize loss of
confidential company data)
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