
EMPATHY 
QUESTION
GUIDE
It is important to carefully plan 
for your conversations. When 
speaking with participants, you 
have to build trust and make 
them feel comfortable while 
collecting relevant information.

            Identify topics
What are you hoping to understand about people’s motivations and 
frustrations? What do you want to learn about their activities? Is the 
role they play in their network of importance? 

            Develop Questions
Formulate questions that explore these topics. Frame them as open-
ended questions and encourage people to avoid yes/no questions

Organise Questions
Start specific: begin with questions your participants are comfortable 
answering. 

Go broad: ask more profound questions about hopes, fears and 
ambitions. 
Probe deep: explore any interesting theme you picked up on during 
the conversation in more depth. Consider prompting thoughts with 
“what if” scenarios. 
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YOUR 

QUESTION 

GUIDE

• Ask your participant how he/
she feels along the journey 
steps to identify his/her key 
issues/challenges

• Use open-ended questions
• Build rapport
• Observe the way they 

respond and further 
investigate if you’re 
intrigued

• Don’t interject your own 
thoughts or feelings 

• Use your question guide as 
a checklist to ensure you 
have covered everything– 
not as a script for the 
conversation. Let the person 
you are speaking with lead 
you to what matters to 
them.

• Designate one person to 
lead the conversation. 
Select a second person who 
will focus on watching 
participants’ body language 
and facial expressions. 
Decide which team member 
will take notes, and choose 
a photographer. Remember 
to ask permission before 
taking any photos. 

TIPS

Write your topic here…

Write your topic here…

Write your topic here…

Write your topic here…

This is your final copy. Use the first page as your draft
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