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journey empathy map
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additional elements
« person background

« phases:

divisions of time

« touch points:

where, using what

= moments of truth:

turning points

« supporting characters

pain points:
questions & issues

time
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Student examples

EMOTIONAL FULFILLMENT
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can you see the opportunity?

Fanily Broken Up
ntrdependence
Trauma —> o Treatment

Famiy Members
Especially Male Members
Common Iformation

EmotionalTrauma of W Father Dead
Separated from Both
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Moner Diab’s Refugee Experience Journey Maj

Finding work

Leaving i Gazinteap
Damascus

.
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Search for a New Life :> Oslo, Norway Present Day

Breaking und

- Left family in Syria at age 18
for Gazinteap, Turkey.
~Worked over 12 hours a day,
7 days aweekin a
manufacturing plant

- Lived in a small apartment
with seven others and slept
on the floor everyday.

- How could T have more time/
money to learn Turkish to
improve working/lving cond?

- How could  frequently keep

touch with my family?

jow can I know whom I can

-

Famil rentaon
Mavementn & 0ut
Discriminaton  Racism

Woriesabout Family
Chariabe iving Volntering Making  Filn

Fanily Members Mather, Brother
Landlords | Commercial Necessites Landord
Overseer of amily Friends

Lingering Trauma FamilyDisconnected
Racism & Disrininaon Lingering Humiaion
Hmiiation Cutral iscannect  Uncertain Fture, Pressure to Marry o Have  Place o Live

Optimistic
about future
Meeting
7 Moving to volunteers
Moving to Norway
Istanbul ~
savings )
stolen Government

restrictions

- Hopes to be a famous.
breakdancer, help people
around the world, and
learn about other cultures

- Agrees that ts best if
refugees learn all about
Norway before working to
optimize ethnic dynamics

- saved enough money to
move to Norway, and now.
lives with other Syrians

- Found a job with better
working conditions, but
still had abusive managers
- Had over $500 worth of
saved cash stolen from
him by unknown roommate
- Met friends who were also

poor but stil lent money who have given him hope

- How can I show the world
that Syrians aren' terrorists
like the media portrays

- How can [ support my
family and bring them here?

- How do 1 balance helping

- How could 1 keep myself - How can 1 assimilate into
and my belongings safe?
- How long will T be here?
Where will [ move to next?
- How can I find the most
recent information about

and bountiful as I thought?
~If I can't work, what can T

trust in a foreign place?
- How can L assure a reliable
stream of basic necessities?

for my family to emigrate?

myself and my people?
- How can I make up for lost
time and opportunities?

do to be productive?
- How can I help those who
are seeking to help me?
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how do you do it?

understand the timeline of the story from many angles
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 Person

Feel& - o
- High-Level Do

Phases of timeline

Behaviors & Quotes (Do/Say)

Painpoints (Think)

Touchpoints (optional: supporting characters)
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repeat and then discuss

Kathy's Clier

some final tips

Don't just capture the facts of DO...think about why this
happening from the user’s perspectives and capture that in
the THINK area

Don't just capture high level issues...capture story details to
build empathy

Discuss the journey map with your group. Use this as a tool
for digging deeply into the needs that this journey represents.

Compare multiple journey maps and look for patterns and
contradictions. Why was one successful and another not?
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you do it

1. Get together with your group and start using the journey map
process to analyze one of your interviews.

2. Find a large white boards, wall, or butcher paper sheets to
work on

3. Create Journey Maps by next Monday for your interviews

4. Next week, we will discuss Needs and How Might We
Questions in more detalil
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