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Outline

• Discuss “empathy” and its role in problem solving, 
promoting collaboration, and innovation

• Introduce to “Empathy mapping” as a user experience 
tool

• In groups, create a sample “empathy map” to practice 
gaining insight into community wants needs and 
motivations in order to design user-centered library 
services
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What can we learn from Cookie Monster?

Maue (2016)

What is Empathy?

• A shared understanding and experience

• “…the ability to identify and understand another person’s 
situation and feelings” (Miller & Wallis, 2011)

Brené Brown on Empathy: https://youtu.be/1Evwgu369Jw

• “Considering others’ feelings, 
especially when making 
decisions”(Klare, Behney, & Kenney, 2014)

https://www.youtube.com/watch?v=CCbWyYr82BM
https://www.youtube.com/watch?v=CCbWyYr82BM
https://youtu.be/1Evwgu369Jw
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Why Empathy?

• Empathy as a critical component of Emotional Intelligence

• “… [empathy is] used to establish rapport and build a basis 
for trustworthy communication”(Miller & Wallis, 2011)

• Promotes collaboration, innovation, group cohesiveness, & 
reducing tension in stressful situations (Miller & Wallis, 2011; Klare et al., 

2014)

• “…virtually an essential requirement of the profession” 
(Angell, 2011)

In recent memory…

• …how many changes have you experienced that 
required clear communication with your colleagues, 
students, or patrons?

• …how often do you use interpersonal skills to negotiate 
challenging situations with students, faculty, staff, 
community members, etc.?

• …how often are you called upon to innovate and think 
creatively about these challenging situations?
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Empathy Mapping

• “Rather than beginning with shiny 
new technology, we start by trying to 
establish deep, personal empathy 
with our users to determine their 
needs and wants” (Patell, 2013)

• Analyze data about user groups in an 
attempt to gain insights about wants, 
needs, etc.

• Developed by Scott Mathews of 
XPLANE

Empathy Mapping

• Persona/User/Target group = 
person at the center of the map

• What is this person…

• Use insights to design systems and 
services

Gamestorming (2010)

…Thinking
…Hearing
…Feeling

…Seeing
…Saying 
…Doing
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[Need: verb][Persona] [Insight]

Scholar Steve, a new assistant professor at Towson University, needs 
a new way to stay current with recent articles because he is 
teaching four courses and doesn’t have time to read scholarly 
journals cover-to-cover. 

Cookie Monster, a cookie-loving Muppet who lacks self-regulation, 
needs a way to distract himself because waiting for cookies is hard.

Design programs and services based on 
needs and insights

(Patell, 2013)

Belmont (2015)
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Group Activity

1. Select a “persona” and a context 

Name your theoretical person and note 3 characteristics that describe that 
person
• Context: faculty services at an academic library

• Scholar Steve: new assistant professor, Psychology department, researches childhood OCD

2. Construct your empathy map with the following sections about your person and 
their experience with that context: THINKING, FEELING, DOING

3. Note insights, ideas, and questions about working with that person in that 
scenario. How can you use insights to design services for this segment of your 
community?

Possible Personas & Scenarios

Personas

• Faculty member (new faculty member, 
department chair)

• Student (first-year, graduate, upper 
division, middle school)

• Manager, supervisor, or other 
administration

• Librarian or other colleagues

• Parent (stay-at home, works outside 
the home, new)

• Small business owner

• K-12 Teachers

Scenarios

• Weeding

• Migrating to electronic content

• Budget crunches

• Framework for Information Literacy 

• Scholarly Communication issues

• Last minute research requests

• Tax season

• School break (summer, winter)

• Accessing library materials

• Accessing technology
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Sharing

Wrapping Up

Empathy can help us gain insight into our daily 
interactions with each other and our communities.

Consider:

What is one takeaway you can use in designing 
systems or services for library users?
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