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Key Points Summary
1. Empathy Defined

The ability to understand and share another person’s feelings.

“Walking a mile in someone else’s shoes” means truly experiencing their perspective.

2. Why Empathy Matters

Builds connection: People feel seen, heard & understood.

Fosters trust, rapport & stronger relationships.

Enhances influence in both personal and professional settings.

3. Empathy in Action

: Find common ground by understanding the other side’s priorities.Negotiations

: Listen to both sides to craft solutions that address everyone’s

needs.

Conflict Resolution

: Explore diverse viewpoints to generate creative, inclusive

solutions.

Problem-Solving

: Show genuine concern for team members’ challenges to boost morale &

productivity.

Leadership

: Respond to customer emotions and needs for greater

satisfaction & loyalty.

Customer Service
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Exercises

Exercise 1: “Walk a Mile” Reflection

: Recall a recent interaction where you jumped to conclusions.Task

1. What did you assume about the other person?

2. How might their experience have differed from your assumption?

3. What could you have done to better understand their perspective?
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Exercise 2: Empathy Mapping

: Choose a person you know (colleague, friend, customer).Task

:Map Sections

: List key words or phrases they use.What they say

: Note behaviors or gestures.What they do

: Infer their motivations or worries.What they think

: Identify possible emotions beneath their words.What they feel

Activities to Consolidate Learning

Activity 1: Role-Play Empathy

: Pair up and role-play one of the following:Scenario

A frustrated customer returning a product.

A team member overwhelmed by workload.

: One speaker, one listener.Roles

: Show empathy by summarizing feelings, asking open-ended questions,

and validating emotions.

Listener’s Goal
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Activity 2: Empathy Journal

: One week.Duration

: Each day, write about one interaction where you practiced empathy.Prompt

How did the other person respond?

What did you learn about their perspective?

What did you say or do?

Reflection Questions
1. Which empathy example (negotiation, conflict resolution, etc.) resonates most with you?

Why?

2. How comfortable are you asking open-ended questions to uncover another’s feelings?

3. What is one habit you can adopt to become more empathetic in daily conversations?
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Action Plan
: Choose one daily interaction to practice active empathy.Set a Reminder

: In each conversation, aim to:Use Three Techniques

1. Ask one open-ended question.

2. Validate an emotion.

3. Reflect back what you’ve heard.

: At week’s end, review your journal and identify growth areas.Review Weekly



Empathy transforms relationships and problem-solving by centering others’

feelings and perspectives. By practicing active listening, validation, and

reflection, you build trust and foster solutions that honor everyone involved.

Good luck, and keep practicing !

“Before you criticize a man, walk a mile in his shoes. That way, when you do

criticize him, you’ll be a mile away and have his shoes.” — Steve Martin

Use this as a daily reminder: true empathy begins with genuine curiosity and

respect for another’s journey.

Final Summary
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