Who are we empathising with? What do we want them to do?
Vhat is unique about them (age, gender, background etc)? /Nhat decisions or actions do we want them to take?
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What do they see and hear7 What do they say and do?
How Jl;:wi > market / environment appear to them? How do they around others (family, friends, colleagues, strangers)?
| - s e e e )oes how they think and feel?
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What do they think and feel?
/hat are their fears, frustrations and anxieties?
/hat are their wa \"*t:}. needs, hopes and «
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