
Painting With a Twist

An Exercise in Empathy Mapping



Undercover Boss

In this episode of Undercover Boss Renee Maloney goes undercover to uncover what 
actually happens in studios. Renee’s identity becomes Savannah and she dyes her hair 
blonde, wears colored contacts, and dresses like a hippie. The employees believe she is 
on a competition show trying to win some money. During her undercover operation 
Renee goes to three studios across the U.S. to find out what happens in everyday life. 
Renee wants to go undercover to ensure that the company is following policies and 
wants to learn how the employees feel. 

This project’s empathy maps focus on Renee Maloney and Bree. 



Renee Maloney

Renee Maloney is CFO and Co-Founder of 
Painting With A Twist. She founded it with her 
friend, Cathy Deano, whom she met on the first 
day of kindergarten when her youngest child 
started school. Renee is the behind-the-scenes 
numbers and business side of the company. They 
started the company after hurricane Katrina 
ruined their homes. The business grew 
exponentially and moved out of Cathy’s barn and 
became a franchise. 

Her father left when she was very young, and she 
wanted to make a name for herself and be able to 
take care of her kids without needing help from 
anyone else. 



Renee Empathy Map
Think & Feel See

Hear Say & Do

Pain Gain

- Being able to take care of her family is a big driver for 
success
- Renee is proud of her company and is grateful she was able 
to create a business with her friend 

- Renee sees her employees working hard to make sure their 
customers have a great experience at their locations
- She sees how happy the customers are while doing the activities 
- She sees her employees go above and beyond to make sure they 
do their job effectively 

- Renee listens to her employees’ stories. Their personal lives, 
although diverse have all experienced struggle
- Her employees have made sacrifices to work

- Renee is on the financial side of the business; she doesn’t 
have experience in stores
- This is the first time Renee has been to these locations and 
interacting with employees
- Renee said she could relate to the employees she spoke to 
because they had parent problems like she does

- Renee learns that she needs to find better ways to do the 
franchise teachings 
- Learns that the PA location adds stamps on the back of the 
canvas, which ruins the cohesiveness of the franchise 

- Renee realized that she has hardworking, fun-loving 
employees that love that they do 
- She learned that her customers continue to come back to 
Painting With A Twist because her employees make the 
experience fun for them



Bree

Bree is a manager in training at the Painting 
With a Twist studio in Rockwall, TX. She is very 
attentive and loves her job. Bree makes sure 
she knows the names of all the recurring 
customers that she likes to call “VIPs.” She 
enjoys creating her own original art, but 
sometimes lacks the motivation to do it 
because she do not get compensated for her 
original pieces. The reason Bree works at 
Painting With a Twist is because of their 
monthly charity work that gives back to the 
community. She is super supportive and wants 
everyone to do a good job even when they 
struggle. Bree has struggled in her personal 
life. At one point in her life she couldn’t 
provide food for her and her children, which is 
why she works hard for organizations that help 
with all kinds of food issues around the world.



Bree Empathy Map
Think & Feel See

Hear Say & Do

Pain Gain

- She loves that the company does a lot of community work, 
it was one of the reasons she decided to work there
- She wants all the customers at the studio to have a great 
time so she feels it’s her responsibility to try and make that 
happen

- She sees Renee struggling with painting the design 
- She sees the customers having a good time 

- She listens to her customers and tries to fix problem that 
arises 
- She also listens to Renee when she gave advice

- Bree smiles at Renee as she works even though the art, she 
painted wasn’t very good 
- She tells Renee that she can do this and gives her a lot of 
encouragement to help her with the process
- Bree introduced Renee to all the “VIP” guests who continue to 
come back to enjoy a night of painting

- She doesn’t get compensation for her original artwork in the 
studio 
- She’s struggled with food and money, and now she wants to 
make sure that doesn’t happen to other people

- She continues to improve her art skills because she creates 
a lot of original art pieces for the studio for customers to 
recreate
- She wants to help her children have what they need



User Experience Summary

• Wants the company to continue 
being successful 
• Made sacrifices to be where she is 
• Wants to make changes that

benefit her employees

• Wants to be able to put food on the
table for her kids
• Wants to grow within the company 
• Cares about the community she 

lives in



Conclusion

At the end of the Undercover Boss experience, Renee Maloney expressed newfound appreciation for her 
employees. The staff featured on the show were hardworking and honest. Most of the employees struggled with 
various personal experiences and issues, that didn’t stop them from doing their job with passion and heart. 

All employees came from different backgrounds they all held their job as a priority in their lives. They want to 
make the experience for the clients as best they can. The employees are willing to go above and beyond to get 
their jobs done. 

Overall, the experience for both the employees and the employer were positive. Renee gives all of her employees
money for their hard work and honesty. 


