
PUBLIC LIBRARIAN EMPATHY MAP 
Demographics 

Gender:  Female 
Age:   Urban – in their 20s-30s 

Rural – skews older 40+ (long time employees) 
Job title:  Circulation Clerk 
Education:  Job doesn’t require college degree. Many have studied English or Journalism in Undergrad and 

may go for Masters while working  
 
Personality:  

More likely to be INFP (Introvert, Intuitive, Feeling, Perceptive) 
 
Motivations: 
 Interaction with patrons 
 Instilling/empathizing with love of reading 
  
Quote:  

“We all have to be problem-solvers because everyone who has a problem is not confident enough to do that for 
themselves”  

 
Behaviors: 
 People Pleaser. A Helper. Customer-Service is intuitive 
 
Fears:  

Sometimes needs affirmation that they don’t have to know all the answers just a good idea of where to find 
them. 

 
Environment:  

Library is cultural hub to the community.  Colleagues may be professional kind & helpful to patrons but not 
always to each other. 

 
Influencers: 

Colleagues, Professional Development (presenters at conference, trainings) 
 
Frustrations and obstacles:  

Logistics. If you’re the only one on the front desk you can’t help with questions because you may be too busy 
checking out books. Patrons without any computer skills at all and having to show them how to get online and 
where, how to do a search.  Most people in a hurry. No one browses the stacks anymore--except the oldest 
patrons. Most people won’t even check our online databases/catalogues.  Just come to us directly with the 
question. 
 

How he/she wants to be seen/thought of by her colleagues 
Giving of time and expertise. Ethical (protecting confidentiality).  Well read.  Personable. Part of the team.  
Available.  Approachable.  Hardworking. 

 
Wants/Needs:  

To build trust with the patrons 
 
What constitutes success? 

Matching a person with an author they weren’t even considering. When helping them problem solve, finding a 
reputable source and know they comprehend what they are reading.  Fine line between helping people and 
making them feel like they are being led around. 
 


