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Empathy

Once we have become more honest and intentional with our emotions, it is time to look outward.  Emotional intelligence is both tuning into our own feelings and tuning into the feelings of those around us.  It means responding to others appropriately, with sensitivity and compassion.

Empathy is being able to see from another person’s perspective.  It’s good to acknowledge other people’s emotions – sad, angry, ecstatic, puzzled – while still remembering that those are their emotions, not ours.  We should try to understand where those feelings come from, but keep in mind that we are not responsible for them.

Empathy begins with listening.  Someone who is empathetic listens and responds, and can’t help but display sensitivity and concern.  This makes a connection with people.  Individuals who lack empathy are more focused on their needs and pay little or no attention to anyone else’s.  No connection is made.

Being attuned to customers’ or clients’ needs and emotional responses is particularly important in the service industries, where empathy comes into play at all levels:  In reading clients’ cues, in working as a team of members from different departments, in working as a team with diverse cultural backgrounds and experiences.  Empathy is the glue that will bind the group together to work successfully.


Some of the techniques for enhancing your empathy are: 

Look for non-verbal cues, and listen for verbal ones. 
Studies show that words account for only 7% of communication.  Tone and speed of speech is 38% of the message, while 55% is unspoken and revealed through body language – posture, eye contact, facial expression and so on.  Listen for verbal and non-verbal cues to gauge someone’s emotional response.

Share and be honest about your feelings. 
Good communication leads to trust.  The more open and willing you are to share your feelings, the more trust and openness you’ll inspire in others.  The greater the trust in a corporate environment, the higher the performance. 

Be consistent so that your spoken and unspoken messages match. 
You want what you are saying to match what you are doing.  This proves that you’re being honest, or authentic, which builds trust.  For example, smile when you tell someone that you’re happy to see them, instead of frowning or looking away. 









· Take the kinder road whenever possible. 
There are many ways to deliver opinions and criticism.  You can be honest and still give positive feedback which increases confidence.  Constructive feedback increases competence.  Using both shows your employees that you truly meant to help them succeed. 

Try to see from the other person’s perspective. 
Empathy is about imagining what it would be like to walk in someone else’s shoes.  Go ahead – give people the benefit of the doubt.  We ought to assume that everyone is doing the best that they can with the resources they have at the moment.  [image: image4.wmf]
“EMPATHY”
COMMUNICATING AT ALL LEVELS


EXERCISE 4


There are four levels of communication:  superficial, fact, thought, and feeling.  With some people, you never get past the first two levels.  To increase your Emotional Intelligence and empathy, you want to reach that last level and share your feelings with others more openly so that they will open up and trust you, improving communication overall.

Directions:  Break into groups of four.  Each of you will have this worksheet.  You will fill out the first line asking for a superficial comment.  You will then pass your paper to the person on your right, while getting a new worksheet form the person on your left.  Fill in Line Two where you will write down a fact.  Continue passing the worksheets until all four lines are filled and your original paper comes back to you.

1. Superficial statement __________________________________________________
(Ex., “Hi” or “How you doing?”


2. State a Fact __________________________________________________________
(Ex., “It’s raining”)


3. Express a Thought ____________________________________________________
(Make sure that it is a thought!)


4. Share a Feeling _______________________________________________________


Read others’ comments on your sheet and see if you agree with their categorisation.  Offer your best examples to the trainer for a group list on the flip chart.  Consider how switching levels of communication can help others to manage their emotions.  For example, if someone is very angry, it may help to switch from feelings to facts.

Appear willing.  Be present!

Have attentive body language
-
Face the speaker.

Lean slightly forward.

Use appropriate facial expressions

Utilise good direct eye contact.


Use acknowledgement responses.


Re-affirm speaker’s message.


Make comments.  Share your opinions.  Continue the conversation.


Ask questions – To clarify and to stimulate additional information.

Pretend you are listening.

Criticise, judge or discriminate

Presume the subject is of no value

Get emotional

Create distractions

Interrupt

Hear what is expected

Be put off by poor delivery[image: image5.wmf][image: image2.png]
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