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Why empathy? 
 
To discover visitor’s explicit and implicit needs so that 
we can better meet those needs. 



What do you need? 
 
•  A partner 

•  A handful of comp passes  
 

•  A camera or your iPhone 
 

•  A notebook  
   

•  The cheat sheet to interviewing 
  

•  30-45  minutes 

 
 



Capture your findings 

Work in pairs: an interviewer and documentarian 
 
what you see 
your user, body language, artifacts 
 

what you hear  
quotes, stories, key words, contradictions 
 

what you feel that your user is feeling 
emotions, beliefs, confusion 



Who are we talking to? 



Encourage stories 

Try to ask open-ended questions that get people talking 

 

Tell me about the last time you _________? 

Tell me about an experience you’ve had with 
_________? 



Ask “why?” a lot 

Really? can you tell me why that matters? 

Say more about that–why do you think that? 

And that is important because why? 

 



Interview structure 
•  Introduction 
•  Kickoff 

•  Specific SFMOMA questions 
1.  Why are you at SFMOMA today? 
2.  What’s been the most memorable part of your visit today 

 (good or bad)? 
3.  Tell me about the last time you were here. [if this is their first visit, 

skip to #7] 
4.  How do you keep up with what’s happening here between visits? 
5.  Why do you come back to SFMOMA? 
6.  Did you know we will be closed? What will you miss most when 

we are closed for construction? 
7.  Are there things you wanted to know about the art or artists that 

we didn’t give you today? 
8.  What do you like most about SFMOMA and why? 

•  Last chance 
•  Take a photo 
•  Thank them and give passes 



Next steps 

Interview at least two visitors between now 
and June 5 
 
Try to come to June 5 meeting with one surprising 
finding to share with group 
 
 
Next Meeting: 
June 5, 2:30-4:00 p.m. 
Red Room 
 


