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Analogous Situations 

 

feeling anxious 
movie theaters waiting in line 
hotels arriving 

 
 How might we 

improve the 
experience of 

checking in at the 
airport? 
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Analogous Situations 

 

confusion 
Internet search engine sorting 
library researching 

 
 

How might we 
help people 
choose the 

right product 
for their 
needs? 
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Analogous Situations 

 

feeling anxious 
delayed flights at airport wondering 
cars at a toll booth waiting 

 
 

How might 
we improve 

the 
emergency 

room 
experience? 
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Analogous Situations 

 

care taking 
therapy communicating 

 
 

How might we 
improve the 
relationship 

between pets 
and owners? 
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Extreme Customers 

 

 

  
  

Imagine who extreme customers 
might be. 
Consider physical, cognitive, social, and cultural factors. 
 
Someone who is 
completely unfamiliar with 
this service 

Someone who wouldn’t care 
about this service at all 

 
Someone who would 
intentionally choose not to 
use this service 

Someone who is 
extremely familiar with 
this service 

Someone who has highly 
re?ned and particular 
needs 

 
Someone who 
demonstrates radical 
behaviors related to this 
service 
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Consider physical, cognitive, social, and cultural factors. 
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about this product at all 

 
Someone who would 
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extremely familiar with 
this product 

Someone who has highly 
re?ned and particular 
needs 

 
Someone who 
demonstrates radical 
behaviors related to this 
product 


