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Product development is hard. 

In a world of software, meaningful differentiation that delivers value 
to customers is critical to organizational progress, and that is what 
Product Thinking is designed to do. The Product Thinking approach 
brings together key disciplines, mental models, and methodologies 
to build better products, leading to supercharged product teams, an 
accelerated product vision, and revenue-driving products.

But to be effective, a Product Thinker’s toolkit needs to be robust—
filled with frameworks one can pull from at the right moment to 
unlock product impact. Here we look at a Connected favourite that 
we’ve used time and time again for both discovery and delivery 
engagements: empathy maps.



An empathy map is a collaborative visualization tool that articulates 
what we know about a particular type of customer and creates 
a shared understanding among the core product development 
team. Traditionally, a design thinking empathy map consists of four 
quadrants—think & feel, see, say & do, and hear—with the type of 
customer in the middle. However, a Product Thinking empathy map 
includes a fifth step: other personas/multiple maps. 

An empathy map is most commonly used during the discovery 
process, often as early as during a kickoff workshop or prior to user 
research. Yet by applying the Product Thinking approach, empathy 
mapping can be used at any time in the product development 
process. During discovery, the tool allows a team to ideate and 
explore based on what it knows and doesn’t know about its 
customers. In delivery, though, empathy maps can bring the team 
back to the core problem the product is meant to solve and ground 
all building activities in the customer’s wants and needs. 

What is an empathy map?
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Empathy maps allow a product development team to gain a 
clearer understanding of its target customers and ensure that 
the final product is built around real-world wants and needs. 
They achieve this by: 

 — Allowing a product development team to surface its hunches and 
assumptions about customers prior to research, which helps guide 
research efforts

 — Providing a clear framework for synthesizing customer research 
around insights specific to how customers will truly perceive the 
product

 — Offering a product development team a reusable framework for 
both pre- and post-launch and enabling the team to continually 
embed new insights into the development process 

Why use them?
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What follows is a high-level walkthrough of the six steps involved in 
empathy mapping.

How to use them

The Product Thinker’s Toolkit: Empathy Maps



01

Your target customer is in the heart of an empathy 
map. You should list everything you currently know 
about your customer—demographics, interests, 
volume, and so forth—and the situation your product 
will be built for. The aim is to focus everyone in the 
room on whom you’re designing for. If this is pre-
research, then it’s okay for the information to be 
vague, but you should note gaps in your knowledge. 
If this is post-research, you should include insights 
as well as statistics. 

The customer
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The first quadrant asks you to consider what the 
customer is thinking and feeling. It’s important to 
frame up the differences between both but also 
consider how they relate to one another. When 
writing in this quadrant, it should be as if you’re 
writing out a quote from the customer—e.g., 
thought: “I wish this task was simpler”; feeling:  
“I’m frustrated that this takes so long.” 

Think and feel

The Product Thinker’s Toolkit: Empathy Maps



03

The second quadrant asks you to consider what 
the customer sees. If you’re in a discovery phase 
for an entirely new product, this quadrant will refer 
to the current solutions or lack of solutions on the 
market. If you’re working on a prototype or evolving 
an established product, you should focus on the 
specific details of the product and what draws the 
customer’s eyes—e.g., “I love the simple drop-down 
menu,” or “The illustrations are fun.”

See
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The third quadrant asks you to consider what the 
customer says and does. It’s important to recognize 
the distinction between the two responses. What 
a customer says will reveal clear pain points or 
aspirations they have when using the product—e.g., 
“I wish I could just speak to a sales rep,” or “I think 
this is a great tool for improving my productivity.” 
What a customer does will reveal their true use of 
the product—e.g., “returns to the home screen when 
they’re unsure of where to go” or “only uses main 
features after quickly browsing extra features.”

Say and do
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The fourth quadrant asks you to consider what the 
customer hears elsewhere. This calls into question 
how you hope or assume your product/product 
concept is perceived. In a discovery phase, you can 
be aspirational—e.g., “They say it’s easy to use and 
collaborative.” If you’re testing a prototype or evolving 
a product, you’ll be recording what you already know 
or perceive, whether positive or negative—e.g., “I 
hear it’s great when it works, but it’s glitchy,” or “a 
friend of mine told me it’s a lifesaver for them.”

Hear
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The final step is acknowledging that certain products must factor in other personas 
alongside your target customer. The aim here isn’t to dilute your empathy map. 
Instead, it is to build out an image of other stakeholders who might influence the 
path to purchase/download/use. For example, your target customers for an in-store 
AI grocery assistant might be young professionals, but ignoring the important role a 
store manager and staff play in adoption will lower your product’s impact. 
 
You may also have multiple target customers that you’re looking to design for. If you 
need to understand stakeholders or a wider group of target customers, repeating 
the above steps and clearly marking the role of each empathy map in your product 
development process will help you build empathy for all the people your product will 
impact. As with all great Product Thinking, you shouldn’t be afraid to evolve, improve, 
test, and learn until you’ve built the right thing right. 

Other personas/multiple maps
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Our Values

Connected is a software product development firm. 

We partner with ambitious companies across the entire 
product development lifecycle, helping deliver new products 
that users love at pace and scale.

Our Product-Thinking approach works because we solve 
for desirability, viability, feasibility, and usability together, not 
separately. We do this by bringing engineers, strategists, and 
designers together, blending discovery and delivery activities 
to keep a razor-sharp focus on building impactful products. 
With a mission of building better products, our approach  
and the tactics, techniques, and models we employ are  
all designed to deliver on that mission for our clients. 

Discovery Delivery Education & Enablement

Our Services

Smart Kind Reliable Teachers Learners

Learn more at connected.io @connectedio @connectedio connectedio_hello@connected.io

We enable faster time-
to-market, with higher 
product success rates

Discovery serves to derisk, 
validate, and accelerate new 
product development. By viewing 
customer jobs, pains, and gains 
through the lens of product, we 
are able to identify opportunities 
in both new and existing 
categories, before testing 
concepts through prototyping.

Delivery allows us to partner with 
our clients to build and release 
high-quality products to market, as 
well as optimize and scale existing 
products. Because software 
products are never finished.

Education & Enablement 
is designed to embed a 
product DNA into our clients’ 
organizations, educate them 
on the Product Thinking best 
practices, and empower the 
creation of their own long-term 
systems of success through 
workshops, product clinics,  
and training sessions. 

Our Values
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