Designing for the Empathic Web

A Vision for a Future of Emotionally Intelligent Digital Experiences




Me in a nutshell

Prof. Dr. Sebastian Loewe, Director UX Design

at Virtual Identity

Passionate about Al-driven design.

Author of the bestselling book Design und
kunstliche Intelligenz

Lately, explore the possibilities of the Empathic
Web.

In general, thinking ahead and info the future.
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Daniel Goleman’s definition of emotional intelligence
Self-awareness

Empathy










Porsche

Sensors Output Feature Extraction Data

Acceleration Data

.. i I ; Live traffic, road type
mmmmum GPS Coords P Th"d-party APls and weather data

Thotes e LA inaitions, Thi ) A e
Tiwhwatn oy boy

Facial Expression
Prediction (baseline)

Object Detection Mapping

Semantic Segmentation
Mapping

Scene Loudness Data

Driver Expressed Emotion

— (label)




150

PX MOUSEPATH
TRAVELLED

Psychographic real-time analytics

Insecurity
Expertise
Product features

Pain of payment

User is afraid to make mistakes

HOVERS PER
PAGE
, 3

pIiCS




Tawny Al

oW i i

23102 o QARG
=I5 3] I

Mtention ...

.....

\

Valence ...
Arouscal ...

Net.tra
Happy ..
Surprised ..
ANBIY oviiiin
Sl et

0.0%
.30
0.50
0.02
03C

0.0
0.13




Leaders Al

+ Add tag

)

& o

\\_—_J

n Executed by
ther Workflow

N
LY 2
Edit Fields

manual

Inactive a ‘ Share ’ Saved ) 408 €) star
Fditor Fxecutions
S ——
When chat message
received
4 h )
1 Sehi Sentiment
. {} o s ¢
|ool= Agernit
| ’ Sl
Code Chal MudeNerniory ollulpul Parser
/’
- o3 ” \
o == - < S N ~
7 == - = + = -~
- . s
adel h-ien'v':\r,' Output Parse-

mYI V-V =¥, indow BUffer
& Testworkflow Memory

<>

Structured Output
Parser

05,

443




Large Language Models

Dear Sebastian
I m heartbroken o

hear about your dag.

T understand what
a special part of your
life he was.

T+s hard +o tace this
loss, but you don't have
to go fhmugh it alone.

I'm a/wags here

for You.




Large Language Models

ChatGPT 4.5 ~

Hello GPT 4.5 ... let's find out what you can do. First question:
What's YOUR EQ?

Great first question! While | don't have emotions or an emotional intelligence quotient (EQ) in the human
sense, | am specifically designed to understand and reflect emotional nuances in communication. My

training enables me to:
« Recognize and respond to the emotional tone and context in your messages.

« Adapt my communication style to match your emotional cues and preferences.

« Suggest empathetic, thoughtful, and emotionally intelligent approaches to challenging or

sensitive scenarios.

In other words: | don't have feelings myself, but I'm equipped to help you navigate emotional
conversations or complex interpersonal situations thoughtfully and effectively.

Would you like to explore something emotionally nuanced together?
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Digital empathy...

...Is a furning point.




This is the Empathic Web.

&




Digital empathy is not human empathy.
Al does not replace human empathy or

US s humans.






Empathic Voice Assistant for Caregivers

& Emotional Insight @ Emotional Lever
e Caregivers are often tired, e Emotional validation and
overwhelmed, and poractical delegation

emotionally stretched



Hello Steve,
How can i help you?

Can you move Mom’'s appointment and check het
medication refill? I'm too tired to think right now.

Can you move Mom'’s appointment
and check her medication refill? I'm

too tired to think right now.

I've got it. I'm rescheduling the cardiologist and
ordering her meds now.

Want me to book a ride too?
How can i help you?

Also — take a deep
]

breath with me.
You're doing an
amazing job! :)




Emotionally Aware Learning Companion
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Emotional Insight

® | earning is never purely
cognitive.

e Emotional highs and lows

e \When emotional friction
isn't addressed, even
motivated learners

disengage.

© Emotional Lever

® Emotional states as inputs to

structure and deliver content.



Learning companion Login Help —

Feeling anxious?
[t's okay:.

Learning can be overwhelming — you're
moving forward, one step at a time.
Breathe. You're doing better than you think.

Back to it when
you feel ready:.




Learning companion Login Help —

Let’s slow down...
We'll try this together.

You've got this — and we're here to walk
with you.

Do you need
a hint?

0%

of the tutorial
is done




Empathic Online Fashion Store
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Emotional Insight

® People often buy fashion
emotionally

® [hey might buy for the
wrong emotional reasons

e Purchases offen lead to
regret, returns, or

disengagement.

© Emotional Lever

® Use mood as the intferface.
® Help them arrive at a better

emotional state.



fashion store.




fashion store. Login  Help M) =

How are you feeling today? stressed and not really confident




fashion store, Login Help
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fashion store.

Take 5 seconds. Breathe in. Picture yourself walking tall.
Let's dress for that feeling.




fashion store.

Which of these feels

like the future you?
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Wide-l.eg Trousers
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Solt Wool Overshirt | These don't try hard — and neither

: 2 : do you. The generous silhouette

in Mist Grey gives you room to move, breathe,
and think. They fall just right,

It's the piece you reach for when skimming the ground like "yc:L, Know

you're grounded, but ready. where you're going, even if the

Structured without shouting. The road is still \:rwfc:~|(1ii'1g_ They're made

weight af the fabric reminds you of for walking into rooms with a cuiet

your presence, while the softness surety, Confidence lives in how you

keeps things open. Wear it when 3 carry comfort — these are

you're speaking up in quiet ways — designed to carry both.

not to iImpress, but to express. It

pairs with early mornings, clear

thoughnts, and moments that ask

for steady grace. Calm confidence

isn't loud. It's layered.
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Textured Leather
Crossbody in Slate Blue

Think of this as a boundary,
beautifully worn. The texture gives
it depth, the structure gives it
edge. It hoids only what you need
— no mare. Over the shoulder,
under control, out of the way. It
was never about showing off. It
was about knowing exactly what
matlers. This is calm confidence,
distilled into one daily companion.
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User

Reduces friction in tough
moments

Feels personal, adaptive, and
human

Builds frust through emotional
alignment

Supports mental wellbeing in
everyday use

Meets rising expectations for

empathy in digital products

e

3

Business

Boosts conversion through
emotion-based triggers

Drives retention and brand
affinity

Elevates personalization beyond
behavior data

Differentiates through
emotional intelligence

Aligns with wellbeing and

personalization market tfrends



Design Principles for the Empathic Web

Lead with Emotional Insight

Design begins by understanding what
users are feeling — not just what they

want to do.

Adapt the Interface to Emotion

Emotion should reshape layout,
information density, and Ul

complexity.

Design Soft Recovery Moments

Not every failure is technical. Users
feel stuck, lost, or unsure — and need

repair, not redirection.

Personalize by Feeling, Not Just
Behavior

Real-tfime mood matters more than
past behavior when shaping digital

experiences.

Tune Microcopy to Emotional
State

Words build trust — or break it —
especially when someone is

frustrated, sad, or unsure.

Reflect Emotion Back — Gently

People feel seen when the system
remembers emotional patterns — not

just data trails.

Let Users Set Their Emotional
Mode

Some users want mood-based
support. Others don't. Empathy must

respect boundaries.

Rethink Flow: Emotion Enables
Detours

Rigid funnels don't fit emotional
realities. Let users choose lighter,

faster, or slower paths.

Bake Empathy into Your Design
System

Empathy isn't a layer. It's built info
spacing, color, microcopy, motion,

and pacing.



First Steps You Can Do

—motional Insights

Interview wirth Maya Patel — Impact of SkillUp App

Interviewer: I'hanks for joining today, Maya. Can you start by bricfly introducing yourself?
Maya: Sure! I'm Maya Parel, 28, curvently working as a Marketing Specialist ar a tech
startup. I've been using the SkillUp app for about four months now.

Interviewer: What initiallv motivated vou to start using SkillUp?

Maya: | was feeling stuck 1n my career  especally wanting to advance my skills in digital
marketing and leadership. Skillllp scemed like a practical way to improve without the huge
tume comnutment of traditional courses.

Interviewer: Could you describe your overall experience with the app?

Muaya: Really positive overall, ['s intuitive and Bits easily mto my daily routine. T especially
like the micro-lcarning modules. Each lesson 1s bite-sized, which makes it casy to learn
consistently withou! leehng overwhelmed

Interviewer: How has using SkillUp tmpacted vour professional life?
Maya: It has genuinely boosted my confidence at work. After finisl
modules, I felt better prepared to take nitiative i team projects. Re EmOthnal
noticed my improved skills and gave me additional responsibilifics

Interviewer: 'hat’s great to hear. Have you encountered any challe II"ISI ht
Maya: Occasionally, I've found the assessments after ench lesson a g
mlerachve achvities or real-life scenanos would be helplul.

Interviewer: Intcresting point. Do you feel the content you've lcamced translates effectively to
real-world apphaations?

Maya: Absolutcly. For instance, the digital marketing modules provided practical tools that
I'vee directly apphied i campaigns. ve nobeed improved melmes in engagement, which has
been very encouraging.

Interviewer: Could you pinpoint one particular feature of SkillUp that's been most impacttul
for yvou?

Mayva: The pereonalized leaming paths, It recommends exactly what T need next based on my
2oals and previous perlormance, which keeps me motivated and [ocused.

Interviewer: Have your goals or expectations evolved since using SkillUp?

Maya: Yes, delimitely, Inually, T ust wanted W learn some basics, Bul now, I'm aiming [or a
management position within a vear, thanks to the confidence and skills I've gained from the
app.

lnterviewer: On a more personal level, how has vowr emotional relationship 1o vour work
changed since starting with SkillUp?

Mayva: Honestly, it's been guite transformative. Before SkillUp, I often felt anxious ot
inadequate because 1 didn't feel fully competent in my role. Now, | experience less anxiety
because [ have more clarity about mv abilities and my career path, The app has helped me not
just professionally, but also emotionally T feel much happier and calmer in my everyday
work life.

Interviewer: Would vou recommend Skilllp to others? Why or why not?

Maya: | alrcady have! ICs aceessible, practical, and genuinely impactful for professional
growth. It's rare to find a learning tool that's hoth engaging and immediately applicable.
Interviewer: Thanks so much, Mayva, Your msights are meredibly helpful,

Maya: My pleasure!
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First Steps You Can Do

Persona Creation

with

Emotional Insights

Demographics

@ Urban Area

=i Marketing Specialist
&3 Bachelor’s in Marketing
© Tech Savviness: High

O 28

“| often get
overwhelmed

when learning new
concepts. | need a
learning app that
helps me cope with.”

Pain Points

/i, Feels career stagnation

e

/.  Experiences work anxiety

=2

and inadequacy

/% Limited time for learning

Maya Patel

Ambitious Professional
Learner

Emotional Insights

@ Often overwhelmel'd by
a lot of information in
in the beginning

W Gets easily frustrated if
overwhelm continues

@ Needs a lot of emotional
support and security

Jobs-to-be-Done

<7 Quickly gain new skills
'c.‘
when career growth stals

/% Manage work anxiety
through structured learning

/% Apply practical skills
effectively in new
responsibilities

Preferred Learning Style

[~] Concise lessons
|~| Personalized paths

[] Interactive assessments




First Steps You Can Do

-motional Levers

Practical Reassurance:

Use real-life scenario-
based exercises to provide
direct evidence of skill
mastery, reinforcing a

tangible sense of progress
and reducing feelings
of inadequacy.




First Steps You Can Do

User Journey

with

Awadre

-motional Lever

Touchpoint

Action

Emotion

Emotional
Lever

Consider Purchase

Use

Advocate




First Steps You Can Do

C

Copy Drafts for Confident ©) Anxious () Neutral ()

-motional States f - N
You're doing You're doing Ready to
amazing, better than continue your
Mayal you think! learning, Maya?
Keep up your great Take a calming bre- Wea've got your next
momentum and th—Ilet’s tackle personalized lesson
take your skills the next small step waiting.
even further today. together




First Steps You Can Do

Co-Create for
Mood Modes

fHow do yoh

want to feel
when using

f

the app?

@;

Designer
(Interviewer)

o

I'd love a "Calm mode’ for 1
anxious days and a

‘Boost mode’ when I'm
feeling confident! !

N

Maya
(User)




Emotional data becomes

the new design material.




Empathy comes with responsibility.




Let’s not fear the rise of

emotional machines.. ..

...let’s design them.




Let‘s build the Empathic Web together.

Connect with me on LinkedIn




