Section 2: Empathy
The two parts of empathy: Skill (tip of iceberg) and Attitude (mass of the iceberg)
-Anonymous
Empathy means you are able to put yourself into someone else's shoes and recognize their feelings. It is not the same as sympathy or "feeling sorry for someone" Empathy is responding in an understanding and caring way to what others are feeling.  You may have heard the phrase “Don’t judge a man until you’ve walked a mile in his shoes.”  Thinking about what it is like to walk a mile in someone else’s shoes pretty much sums empathy up.  
For some people, feeling empathetic comes naturally.  They can easily relate to the emotions others have.  For most people, empathy is a skill and mindset they have to learn and practice.  Even people to whom empathy comes naturally have to be mindful of their emotions.  It’s easy to forget empathy when you feel angry, anxious, upset or disappointed.    
To be empathetic, you must first be able to understand your own emotions.  Being able to identify and name your feelings makes it a lot easier to recognize those same feelings in others.
Empathetic people:

· Can recognize and indentify their own feelings

· Notice other people's feelings
· Express concern at others' distress 

· Are able to recognize what someone else might be feeling in a given situation
· Show sensitivity to others' feelings when communicating. For example, being tactful when making critical comments (when criticism is necessary and/or appropriate) 
· Set biases aside to reach out to people

· Are sincere
Empathy in the Workplace
Anymore, it’s hard to be a “Lone Ranger” in the workplace.  To be successful, it’s essential to team up and work with others.  This is where empathy comes into play.  Empathy makes it easier to connect with others and work as a team because it makes communication easier.  Because empathy allows you to see a situation from someone else’s perspective, it also reduces conflict.    

Lack of empathy in the workplace is one of the leading causes of interpersonal problems.  It can lead to poor work performance and damage relationships with customers.  It can even stop an employee from getting promoted.   

Techniques for Empathy
1. Put aside your viewpoint, and try to see things from the other person's point of view. 
When you do this, you'll realize that other people most likely aren't being evil, unkind, stubborn, or unreasonable – they're probably just reacting to the situation with the knowledge they have, just as you react based on the knowledge you have.  Sometimes the easiest way to do this is to ask yourself: “How would I feel if I were in their shoes?” 
2. Validate the other person's perspective. 
Once you "see" why others believe what they believe, acknowledge it.  Acknowledging how someone feels does not mean you have to agree with them. You can accept that people have different opinions from your own, and that they may have good reason to hold those opinions. 
3. Examine your attitude. 
Are you more concerned with getting your way, winning, or being right? Or, is your priority to find a solution, build relationships, and accept others?  You can’t be empathetic without an open mind and attitude. 
4. Listen. 
Listen to the entire message that the other person is trying to communicate. 

· Listen with your ears – what is he or she saying, and what tone is being used?

· Listen with your eyes – what is the person doing with his or her body while speaking?

· Listen with your instincts – do you sense that the person is holding something important back?

· Listen with your heart – what do you think the other person feels?
5. Ask what the other person would do. 
When in doubt, ask the person to explain his or her position. This is probably the simplest, and most direct, way to understand the other person. However, it's probably the least used way to develop empathy. 

Its fine if you ask what the other person wants: you don't earn any "bonus points" for figuring it out on your own. 


Bean Me Up Coffee
Directions:  Read the following story and answer the questions.

You work with Sam at Bean Me Up, a coffee shop downtown.  Sam takes orders and runs the cash register, and you make the coffee.  Lately Sam hasn’t been performing as well as he usually does.  He’s miscounting money and mischarging customers, so the till is off.  He’s even giving you inaccurate information about the orders, which makes you look bad even though it’s not your fault.  

After a few days in a row like this, your manager asks both of you into her office to talk before the shop opens.  She is very upset; Bean Me Up has lost a lot of money because the till has been off and you’ve had to remake several orders.  Some of the regulars are starting to complain.  She tells you and Sam to shape up, and even tells you that your job is at stake if performance doesn’t improve drastically.  

After the meeting, you ask to speak to your manager in private.  You tell her that these problems aren’t your fault; you’re just making the coffees Sam tells you to!  Your manager listens to you, and then says “I understand why you’re upset.  It must be frustrating to be responsible for someone else’s actions.  You and Sam are a team, however.  I want you and Sam to talk to each other and figure out what’s going on.”

Later, after morning rush, you ask Sam if you can talk.  You tell him how frustrated you are that your job is on the line because of his performance.  Suddenly, Sam bursts into tears.  He tells you that his mom has been in chemotherapy treatment.  The treatment has left her very sick, and she needs someone to take care of her.  He confesses that between being overtired and worried about his mom, his concentration has been slipping.

Thanks to your empathetic nature, you are able to relate to Sam instead of staying angry at him.  You know how upset you would be if your mom was that sick.  You also know that you would probably be a little overtired if you stayed up all night taking care of someone.  

You and Sam decide to ask your manager about switching duties.  That way, you can be responsible for the till and the accuracy of orders.  When you ask your manager, she is so enthusiastic about your solution she even volunteers to make the coffee for the first hour the shop is open so Sam can get extra sleep.   

It’s a good thing you and Sam were able to straighten things out!  By being empathetic and communicating with each other, you and Sam were able to work out a solution that made everyone happy.  If you had just stayed angry at him, you probably wouldn’t have found a solution.  You probably wouldn’t even know what was causing Sam’s performance problems.  In fact, Sam’s performance problems probably would have continued, and both of your jobs would have been on the line...            
Questions on the next page
Empathy Questions
1. What emotions might you feel if you were disciplined for someone else’s poor performance?  
______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________ 

2. What emotions do you think Sam has in response to the discipline?

______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________ 

3. Do you think it’s reasonable for your manager to hold both of you responsible?  Why?

______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

4. Why do you think your manager feels she should hold both of you responsible?

____________________________________________________________________________________________________________________________________________________________________ 

5. What emotions might Sam be experiencing about his mother?  Can you relate to these emotions?

______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________ 

6. Do the feelings you have towards Sam change after you know what’s going on and you’ve identified his emotions?

______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________ 

7. Do you think you would have found a solution if you had stayed angry at Sam?

______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________ 

8. Are there any examples of empathy in this story?

______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________ 
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