
How to: Empathy Map 
Isla's Story 
Scotland's Independent Care Review used what it heard from real children and young
people to create composite stories about the care system. These are stories about
fictional people, made up from experiences which actually happened.

Isla's story is one of these. It has been used to create the example Empathy Map below.

What it's for

How it's used

When to use it

Top tip

Use what you've learnt through your research to map out what a real or
composite person - such as a care experienced teenager - is hearing,
seeing, doing and saying.

Pay particular attention to the worries, happiness, pains and gains boxes.
These will show you important areas to focus on, and flag assumptions.

Do a different map for different kinds of people— and be clear about the
scenario and/or timeframe your maps relate to.

Use direct quotes from your research to help bring the person's
experience to life.

This is especially helpful when you are sharing your map with other
people, as quotes help them quickly understand what a person’s
experience might be.

Empathy Maps are used for making sense of what an experience might
really feel like for a particular person. The same experience might produce
quite different feelings and responses for different people.

It's great for helping to quickly make sense of lots of data, and in helping
you find patterns that allow you to prioritise what's important.

The Empathy Map is usually used in the discover and define stages of the
double diamond process. Make sure you update your maps, rather than
relying on the same ones for everything because they will become out of
date and unrepresentative.

You can use this tool for co-designing with people with lived experience, if
it’s used with care and support.

Using the Empathy Map

Isla
Age 8

Living in Foster Care

Hearing Seeing

Doing Saying

Worries Happiness

Pains Gains

What do they spend their time doing?

What do they hear from authority figures, 
the public, family and friends?

What makes them happy?

What are their fears and frustrations? 
What makes their life difficult?

What do they really want and need? 
What would make their life easier?

What causes them to worry?

What do they see around them, at home and in public?
What does their environment look like?

What do they say to different people?
What is their attitude in public?

"Hopefully, this will be the last move."

"You'll be okay, won't you?"

Lots of adults talking about her

Lots of forms and paper with her

life on them

Staying in her room

Trying to talk to friends at

her old school

"It's okay; I'm used to it."

"I'll try."

"I don't know."

When she can see her birth

parents next

What people think of her

because she is in care
Playing with friends

Seeing her brother

She knows she will have to move schools again

She has to get used to new people all the time

Feeling like there is one person she can rely on

Having someone in school to talk to


