2.3 ERKUNDUNG INTER-
INSTITUTIONELLER DIVERSITAT

METHODE: Empathy Mapping

Ein mogliches Tool um sich der divergierenden Grundannahmen in unter-
schiedlichen institutionellen Kontexten bewusst zu werden, ist das Em-
pathy Mapping. Konsequent wird dabei die Perspektive einer prototypi-
schen oder realen Person eingenommen, um sie in ihren Eigenschaften
und Motivationen zu verstehen und gezielter auf sie eingehen zu kénnen.
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Das Tool hat seinen Ursprung im User Experience Design, lasst sich aber
ebenso zum Verstdndnis von bedeutsamen Stakeholder-Perspektiven ein-
setzen.
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Empathy Map Canvas
WHO are we empathizing with? GOAL What do they need to DO?
Who is the person we want to understand? What do they need to do differently?
What is the ituation they are in? What job(s) do they want or need to get done?
What is their role in the situation? What decision(s) do they need to make?
How will we know they were successful?
What do they THINK and FEEL?
PAINS GAINS
What are their fears, What are their wants,
frustrations, and anxieties? needs, hopes and dreams? What do they SEE?

What do they see in the marketplace?
What do they see in their immediate environment?
What do they see others saying and doing?
What are they watching and reading?

What are they hearing from friends?

What do they HEAR?
What are they hearing others say?
What are they hearing from colleagues?
What are they hearing second-hand?

What other thoughts and feelings might motivate their behavior?

What do they DO?
What do they do today?

What behavior have we observed?
What can we imagine them doing?

What do they SAY?

What have we heard them say?
What can we imagine them saying?
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