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WHY DO WE 
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• It is about empathy
• Gathering data
• Making sense of your data
• Next steps

Agenda



is the ability to step into the 
shoes of another person, 
aiming to understand their 
feelings and perspectives,  
and to use that understanding 
to guide our actions.

EMPATHY



Empathy helps you to understand other individual’s thinking, 
experiences, and feelings and why they behave like they do.



WHY IS EMPATHY IMPORTANT IN DESIGN?
Helps understand the unmet needs of users 
(often not directly identified by the client)

=> Opportunities for meaningful
innovation



STARTING WHERE AND WHO YOU ARE

Empathy is culturally related.

You best understand people
who come from similar
backgrounds than you. 
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Start with desk research!

- Doing your “homework” before entering to the field is 
important for knowing what data needs to be collected.

- Find out what other people know about the phenomenon
- Review previous research findings to gain a broad 

understanding of the field

- Refine your field research questions based on you results 
from the desk research



Kolko, 2011



RESEARCH
APPROACH

Deductive

Inductive

PROTOTYPING PHASE:
Test hypotheses

EXPLORAROTY PHASE:
Define opportunities

CONCEPTING PHASE:
Develop hypotheses

STATE OF KNOWLEDGENascent
(low)

Well-developed
(high)

Exploration
Field visits
In-depth interviews
Video observations

Integration
Synthesis
Concept generation

Validation
Prototyping/piloting

Optimizing
Surveys

Shots in 
the dark



Dorst et al, 2016
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What do you want to know?

Normal interview? (neutral)
.
.
.

Conversation starter? (provocative)
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”Normal” interviews

Designkit.org



Conversation starter

Designkit.org



After each field day…
or at least regularly

Ideo
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1. Write each piece of data to a post-it note. A 
piece of data can be a word, a phrase, 
sentence, statement, picture, etc.

2. Spread generated cards randomly to a surface
3. Now start moving cards around, looking for 

patterns and groupings. Each move can be 
logical or emotional – but the intention should 
be made concrete by verbal statement

4. Collaboratively work through all data
5. Don’t “label” the groups yet!
6. Break groups larger than eight to smaller, more 

defined groups

Grouping your data with affinity diagrams

Kolko, 2011; Illustration: Prototypr
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7. When grouping is ready, move to 
“focusing” phase.

8. Now you can label groups: these are your 
THEMES.

9. Then, develop and articulate a 2-3 
sentence description for the groups (the 
theme of a group). These are your 
INSIGHT STATEMENTS.

Finding themes and insight statements
with affinity diagrams

Kolko, 2011; Illustration: Prototypr



IDEO
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Q&A

80



MORE INFORMATION
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