
The Empathy Map

Gain insight into your customers' thoughts and feelings during their customer journey through your practice.

For more information, visit www.animana.com/empathymap

Good Points

What is going well?

What does the pet owner think or feel?

What really matters? Note any important activities.

What does the pet owner say and do?

Their behaviour and attitude.

What does the pet owner hear?

What do employees say? What do other pet owners say?
What do influencers say?

What does the pet owner see?

Environment, location, building and presentation.

Pain Points

What can be improved?

Description of 
customer


