
Empathy Map

USER INFO

THINK & FEEL

SAY & DO

HEAR

Dreams, worries, aspiration

Attitude, appearance, behaviour

What other says Environment, mediaSEE

GAINSPAINS

Fear, challenges Benefits, opportunities

Empathise
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Topic  Goals

Interview Questions

Target Interviewees Interview team 

Interview Outline Empathy Map

USER INFO

THINK & FEEL

SAY & DO

HEAR

Dreams, worries, aspiration

Attitude, appearance, behaviour

What other says Environment, mediaSEE

GAINSPAINS

Fear, challenges Benefits, opportunities

EmpathiseEmpathise

Copyright: The Government of the Hong Kong Special Administrative Region, Architectural Services Department
Sponsor: Create Hong Kong of the Government of the Hong Kong Special Administrative Region



Relationship with potential conflict 

Relationship of peaceful coexistence 

Institutional relationship 

Potential relationship/collaboration 

Dependent relationship 

POS Users

Primary Stakeholders

Secondary Stakeholders

Who are the stakeholders? Group and label the stakeholders!

Draw out the relationships!

1 2

3

Stakeholders Map

stakeholders

Define
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EFFORT 

Low Effort  

QUICK WINS  

FILL-INS 

MAJOR PROJECTS 

THANKLESS TASKS  
H

ig
h

 Im
p

a
c

t  
L

o
w

 Im
p

a
c

t  

High Effort 

IM
P

A
C

T
 

Priority Matrix
Define
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Problem Statement ?

User 

What / Action 

Problem

need(s) a way

Because

want(s) to

Define
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Viability

Feasibility Desirability

User 

What / Changeso that

for

How Might We 

How might we

What / Action 

? Define
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What do I want to achieve in this POS? 

What are 
they doing

Happy 

Unhappy

More about meUSER PROFILE

Name 

Write down all locations chronologically 

Where ?

00:00 AM
PM 00:00 AM

PM 00:00 AM
PM 00:00 AM

PM 00:00 AM
PM

What kind of activities

?

How do 
they feel

Plot it out on the lines! 

?

What does 
this imply??

Validate 

User Journey Map

Location Location Location Location Location

Validate
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We would like to expand knowledge with the 
following content and method for our target audience:

TARGET 
AUDIENCE

Expand Knowledge

OPPORTUNITIES CHALLENGES

CONTENT 
CARD

METHOD
CARD

Expand Knowledge
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Based on your current experience 
within your organisation, check the 
numbered circle you find 
applicable to your situation.

Topic Beginner Intermediate Advanced 

 

LEADERSHIP SUPPORT  

Strategic 
Guidance

No explicit strategic 
guidance for innovation

Some strategic guidance for 
innovation but not available 
to everyone

Strategic innovation guidance is 
provided at important meetings 
and everybody knows it

Resource 
Allocation

Bootstrapped or ad-hoc 
resources for innovation 

Available resources for 
innovation, but not 
substantial and not protected

Institutionalized resources for 
innovation and leaders commit at 
least 30% of their time to innovation

ORGANISATIONAL DESIGN  

Legitimacy & 
Power 

Innovation projects are 
considered as extra-curricular 
and outside official channels

Innovation is officially in the 
organisation chart, but lacks 
power and influence

Innovation is at the very top of the 
organisation chart and has power 
and influence 

Bridge to 
the core

Innovation teams have limited 
or no access to users, resources, 
and skills of the core team

The core team and innovation 
teams collaborate, but there 
are conflicts

There are clear policies that help 
innovation teams and the core teams 
to collaborate as equal partners  

Portfolio 
Management

Leadership is mainly 
focused on increasing 
efficiency 

Some investments are made 
to explore the future new 
models but not systematically

Leadership is eager to pioneer and 
invests in a large innovation 
pipeline of small bets of which the 
best get follow-up investments 

Innovation Readiness 
Assessment

1 2 3

1 2 3

1 2 3

1 2 3

1 2 3

P1

Innovate
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Innovation 
Skills

Innovation Readiness 
Assessment

Topic Beginner Intermediate Advanced 

INNOVATION PRACTICE 

Innovation 
Tools 1 2 3

We do not use any design 
thinking / design innovation 
tools

Design thinking / design 
innovation tools are used in 
pockets of the organisation

Design thinking / design 
innovation tools are widely 
adopted and mastered

Process 
Management 1 2 3

Our process are linear with 
strict hierarchy with 
detailed protocol 

Iterative processes and 
systematic design experiments 
are occasionally used to 
test new ideas 

Our processes are optimized for 
innovation and systematically 
measure the reduction of 
risk in new ideas

1 2 3

0–

8

We don’t hire for innovation 
skills and experience and don’t 
develop them 

Our organisation does not prioritise innovation and has not put much resources 
into it. It is an area that needs to be further developed. 

We occasionally hire 
experienced innovation talent 
and train some specialized 
staff in innovation 

We hire and develop world class 
innovation talent with extensive 
experience across the organisation 

P2

Based on your current experience 
within your organisation, check the 
numbered circle you find 
applicable to your situation. Innovate

Points

8 points or below
8 分或以下

Newbie Innovator

9–

16

Some efforts are starting to cultivate innovation in our organisation 
but has been ad-hoc and not systematic.

9-16 points
9 至 16 分

Starter Innovator

17–

20

Innovation has been accepted as a direction of our organisation from 
management to the working level. Many systems and working procedures 
are still shaping up but there is a clear direction and vision. 

17-20 points
17 至 20 分

Emerging Innovator 

21–

24

Innovation practice has been widely adopted within our organisation 
and becomes an integral part of our practice in our day-to-day work. 

21-24 points
21 至 24 分

Seasoned Innovator 

Rating
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Explore 

There are some design thinking / design innovation 
enthusiasts, but the majority is not involved. There’s no 
budget, time and facilities dedicated to design innovation. 

Generally, there is an isolated organisational structure. 
No systems and responsibilities regarding design 
thinking / design innovation have been assigned. 

First project team of design thinking / design innovation 
specialists is formed, often with a design consultancy. 
Budget and management buy-in is still missing. 

The first interdisciplinary team is being formed. First 
initiatives and pilot projects with design thinking / 
design innovation  are taking place, regardless of the 
organisational structure. 

Increasingly more people get involved and incidental 
budgets are created for projects with design thinking / 
design innovation. 

Interference with the existing way of working is felt. 
Silos starts to suffer under the demands of multi-
disciplinary teams. 

The majority of people is engaged in design thinking / 
design innovation and teams have dedicated budgets 
and facilities for design thinking / design innovation. 

The silo-breaking culture is fully institutionalised. 
The teams have ownership and mandate over their 
part of the service. 

People & 
Resources

Organisational 
Structure

Innovation Ladder Actionable Next Steps

P1

Prove Integrate Scale 

1234
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Tools & 
Capabilities

Beliefs & 
Behaviour

Knowledge of design thinking / design innovation 
is scattered throughout the organisation, mostly 
self-acquired through books, articles or trainings.

Dominant beliefs are administrative-focused and risk 
avoidant. There is little collaboration  and creativity, 
and decision making is driven by hierarchy.

First capabilities are being bundled to the project 
team, mostly coming from multiple people. These 
tools and capabilities are assembled ad-hoc for 
pilot projects.

Beliefs about users are predominantly functional 
focus. The value of a holistic view and collaboration 
around design thinking / design innovation are 
starting to be established.

Capabilities are spreading outside the initial team. 
First employees start to specialise and design 
thinking teams are being formed. 

Decision-making is increasingly based on 
empathy and user centric. 

The organisation has a unified methodology for 
design thinking / design innovation and aligned 
capabilities. The capabilities are now decentralised, 
and are present within each team. 

There is an emerging experiential focus on 
the user. Experimentation is cultivated 
through strong user-centric vision. 

P2

Explore Prove IntegrateScale 

1 2 3 4

Innovate
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Topics Stakeholders, Their Thoughts and 
Potential Concerns  

Project ProponentAlign

P1

TOPIC CARD

TOPIC CARD

TOPIC CARD

1
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Stakeholders, Their Thoughts and 
Potential Concerns  

Selected Topic and 
Stakeholder(s) 

Actionable 
next step(s)

Project Proponent

P2

2

Align
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Stage 

Resource List

TASK CARD

TASK CARD

Task and Deliverables Details and Aims

TASK CARD

TASK CARD

TASK CARD

TASK CARD
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Tender

Tentative Timeline for Completion Resources Needed Risk and Implications 

P2

Mobilise 
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