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Today’s agenda
1) DT Step 1: Empathize

○ Empathize with your P, issues in 
Sustainable Development

○ Activity: Empathize recap
2) DT Step 2: Define your problem 

○ Activity: How Might We question and 
Problem Statement



Session 1
Empathize







Understand 
= 

Empathize



“Developing a formal, meaningful, and emotional connection with 
users so they stop being consumers of a design and instead become 

co-designers.”

Identify highs and lows in people’s experiences.
KOLKO, 2015



Success rate for new products is 40-50%

Research shows that lack of understanding and meeting user needs 
is one of the most important reasons for product failure.



Bain & Company

80% of companies believe 
they deliver a superior 

customer experience

8% of their customers agree



What makes a good user experience?

Conforms with user 
needs and desires

Helps the user to 
reach their goals

Easy operate and performs 
as intended also in practice

Performs the task it is 
supposed to do over 
reasonable amount of time

Can be used and 
accessed by 
users of a full 
range of abilities

Must deliver 
value for both the 
creator and user

Easily findable, and n the 
case of digital solutions 
content within them



Male

Born in 1948

Grew up in Great Britain

Married with children

Successful and wealthy

Likes dogs

Spends his winter holidays in the Alps
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Charles Mountbatten-Windsor

Prince of Wales



Male

Born in 1948

Grew up in Great Britain

Married with children

Successful and wealthy

Likes dogs

Spends his winter holidays in the Alps
Ozzy Osbourne

Singer, Black Sabbath



(Market research)

User-Centered Design “design for”

Participatory Design “design with”

Lead User Innovation “design by”

Designers 
active

Users 
active



Build empathy and understanding for.
 the user we are designing for

+

Gather insights





Interact with people – find out who they are, what they do, how 
they feel

Try to put yourself to their shoes, to understand their experiences

Ask them to share their stories, listen with an open mind

Look for pain points, difficulties they have, things you find 
surprising – and why

Document your findings and insights and share with your team



Interviews

Structured – open ended
Individual interviews
Focus groups
In context

Ask Why











At the end of tomorrow’s session, 

each team will briefly show their 
empathy map 


