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Empathy supports the engagement 

towards the users to better understand 

their experience and perspectives
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cognitive vs. affective

trait of personality vs. state
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Empathic design employs methods 
supporting designers to immerse themselves 

in the user experience
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To the best of our knowledge, 
there are no design-specific tools to date 

to (quantitatively) measure empathy 
in service design
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How can we know 
what we do not (really) measure?
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Would the field benefit from 
specific measurement tools to examine 

whether empathy was effectively 
triggered and to which extent?
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How can we judge the effectiveness 
of a design intervention relying on empathy 

among designers and beyond?

luce.drouet@uni.luUniversity of Luxembourg



luce.drouet@uni.luUniversity of Luxembourg 



luce.drouet@uni.luUniversity of Luxembourg 

DOI:10.1145/3491101.3519630

(Lallemand et al. 2022)

Staging passengers’ journey maps under the 
form of a physical installation 
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Co-designing the future of a railway service



luce.drouet@uni.luUniversity of Luxembourg 

Love and break-up declarations to the service



(a) establishing a baseline

(b) measuring the impact of deployed design 
methods
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Measuring the Empathy Impact of Design Methods
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Design 
intervention

(empathic 
method used)

First measure 
of empathy

(instructions 
received by 
email with the 
scale to fill)

Second 
measure of 
empathy

(fill the scale 
the last 5 min 
of the session)

Third 
measure of 
empathy

(scale sent by 
email, asking 
the participants 
to fill it)



Triggering Empathy beyond the Design Team 
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WHY

● UX maturity relies on the 
involvement of all relevant 
stakeholders 

● Finding designers’ allies in 
organization with a low UX 
maturity

LIMITS

● Reluctant stakeholders

● “Empathy trap”



Measuring Empathy in Design
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WHY

● Assess empathy levels of 
different stakeholders

● Measure the effectiveness 
of empathic design 
interventions

● KPI to convince 
decision-taking 
stakeholders

LIMITS

● Challenges of a 
self-reported tool to 
measure empathy

● Ethical risks

● Limited measure of the 
empathy impact
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A measurement tool would 
facilitate understanding 
the value of empathy 

for breaking silos 
in the organization and 

delivering high-quality services 
and products.

Do you agree?


