EMPATHY MAPS -

I am not sure if this will work for me. My users will not be completing a single task, but experiencing a drawn-out process (arriving at the airport to boarding a plane). Therefore, mindsets and attitudes change over the course of the experience. Users have said they are generally anxious to get through security and to their gate, but once through they relax, buy food or work on their computers. There is also a vast variety of users at the airport, from retirees traveling to Bermuda to entrepreneurs trying to blast through security lines to get to their flight. This makes empathy maps especially hard because of the sheer variety. That being said, I believe developing a Persona might be better, but I can still give this a shot. 	Comment by Ashkon Nima: Good call out. I think that's a limitation of this method. One workaround would be to break it up into sections or a journey. So 2-3 "maps" or just lists for each section of the journey. If you want to go further. What's here is great provides good value.
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