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Tool 1: Empathize - Journey Map

What It Is

How It Works

A journey map is a tool used to understand the steps a person takes when they engage with 
your project and how they feel at different points. This can reveal insights and opportunities for 
improvement to your organization, service, or experience based on real user experiences rather than 
an abstract notion of how your projects works.  This process can be done for past, present and future 
projects. 

Journey maps can vary in detail and complexity. As a rule, the steps a person takes can be broken 
down simply into five key stages: aware, join, use, develop, leave. The included template also 
encourages you to look at the channels, context, and satisfaction of the user throughout the process 
to gain greater insight into the user perspective.  Choose the timeframe you want your journey map 
to cover someone’s experience maybe it is your project over several years or a 20-minute process. 

What It Can Do
This tool can help you:

Identify the key elements of a service.

Identify problem areas in a service or areas where new things can be 
added.

Understand the links between all the different elements over time.

Create empathy with different type of users.

Awareness 
How does someone find out about your project?

What channels are used?  
Email, memo, poster, word of mouth etc.

What is their level of satisfaction with how they obtain the 
information, how do they feel about it? Are they excited, 
annoyed, etc?

What context do they learn about the project? 
Trade show, cold call, organization directive, etc.
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Join 
How does someone join or sign up for your project?

Use 
What takes place for someone to use or participate in the project? What 
do they do?

Develop 
Do they build or expand upon their experience with the project?

Leave 
Do they leave when they have completed the project, when they reach 
a certain age or skill level or do they continue to be involved. 

What channels are used to join?  
Walk in, enroll, apply, etc. 

What channels or platforms are used? In-person, virtual? Who 
interacts with the user? What are the steps they are taking? 

Do they opt for additional services? Do they take steps to 
expand upon the existing process, do they apply the process 
to other issues? Do they share these developments with 
others? 

Can they stay involved as trainers, mentors, advocates?

How do they feel about joining? What is their satisfaction with 
the prospect and the process?

How do they feel about the process? What is their satisfaction 
through each step?

What is the user satisfaction with the options and flexibility 
available?

Are they satisfied with their experience and how do they feel 
about leaving?

Why are they joining? What is the context of their 
participation?  What do they need to do to be able to join?

What is the context or environment that the user is 
experiencing? 

What is the context that they are expanding?  
Growth, expertise, improvement, etc.

What is the context that they are finishing? 
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Worksheet: Journey Map

Journey Map for: _________________________________

A journey map focuses on a service from the user’s perspective, using text and visuals. 
It helps us see the big picture: both over time and in context. This worksheet is to record how things 
are now.

Aware 
How does 

someone find 
out about it?

Join 
What do they 
need to do to 

sign up?

Use 
What sort of 

things do they 
do?

Develop 
Are there other 

things they 
could do?

Leave 
Can they 

continue to be 
involved?
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Some Things to Consider

Choose something useful for you to find out about. 

Consider everything that is going on around the user and try to capture 
this in your map. What do they hear, think, feel, say and touch?

If you can, talk to actual users to hear their real experiences. If this is not 
possible, imagine what their experience might be.

Think about different ways you can capture this journey. Included is a 
blank journey map worksheet for you to use, or you could create your 
own.

You can map the journey visually by taking photographs, videos, 
sketches and add in notes. 

Aim for creating a rough outline – it doesn’t need to be polished.
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Tool 2: Define- Point of View Template 1 2 3 4

What It Is

How It Works

The Point of View Template is a tool to organize insights and reframe them to effectively define the 
problem. Your problem will guide you and your team, providing focus on specific needs.  It creates a 
sense of possibility and optimism allowing your team to brainstorm ideas in the ideate phase. 

What It Can Do
This tool can help you:

Organize the information you have collected 

Identify relationships and opportunities 

Synthesize data into a meaningful and useable body of knowledge 

Provide focus 

List Users 
Look at current, future, and potential users along with key  
characteristics

List Needs 
Include what you have identified as the essential needs/ goals of the 
user

List Insights 
Include insights you observed and inferred in the empathize phase that 
you found to be key take aways. 

Complete the Madlib formula using the compiled information 
ensuring the statement meets the following criteria 
 

Human centered 
this requires you to frame your problem statement according 
to specific users, their needs and the insights you have gained 
in the empathize phase. The problem statement should 
be about the people you are trying to help rather than the 
technology, project, or product.
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Narrow enough to make it manageable 
in the other hand, a problem statement that is too broad 
can be daunting. Problem statement should have sufficient 
constraints to make the project manageable.

Broad enough for creative freedom 
his means that the problem statement should not focus too 
narrowly on a specific method regarding the implementation 
of the solution. The problem statement should also not list 
technical requirements that would restrict exploring areas that 
might bring unexpected value and insight to the project. 



877 • 698 • 6277 
www.donahue.umassp.edu

Worksheet: POV

Need InsightUser

_______________  needs  _____________  because  ____________
(user) (user’s need) (insight)

Point of View Template

Point of View Madlib


