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Session Goals
1. Define empathy
2. Understand the importance of 

empathy for managers and 
guest service employees

3. Identify the different types of 
empathy and their significance

4. Practice empathy through 
interactive exercises 

Showing Empathy

https://www.youtube.com/watch?v=CNhYbJbqg-Y


Why is Empathy 
Important, 
Especially Now?

"The ability to connect empathically 
with others—to feel with them, to 
care about their well-being, and to 
act with compassion—is critical to 
our lives, helping us to get along, 
work more effectively, and thrive as 
a society." (Suttie, 2019)



Empathy Defined

The ability to sense other people’s 
emotions, coupled with the ability to 
imagine what someone else might be 
thinking or feeling (Greatergood.com).

• We all have a need to be understood
• Advantages

• Positive social change
• Transform lives



Why is Empathy Important

• From a Guest Service Perspective
• Feel heard
• Creates Trust and Brand Loyalty

• From a Leadership Perspective
• Necessary for Leadership to Understand
• Help shape employee culture

• The Bottom Line

According to research by the Harvard Business Review,
"The top 10 companies in the Global Empathy Index 2015 increased in value more than 
twice as much as the bottom 10 and generated 50% more earnings."



Which one of these pictures represents where you see your 
organization's journey in integrating empathy into guest service and 

leadership



Psychological Perspectives

Two types of Empathy
• Affective
• Cognitive“Empathy has no script. There is no right 

way or wrong way to do it. It’s simply 
listening, 

holding space, 
withholding judgment, 

emotionally connecting, 
and 

communicating that incredibly healing 
message of ‘You’re not alone.’” 

                       Brene Brown



Affective 
Empathy

• Shared emotional response (affective empathy)
• Sharing someone’s emotions
• Affective Empathy Example

• Psychologists feel that we are primed for 
empathy by the strong 
attachments(relationships) we develop within 
the first 2 years of life and is nurtured 
throughout our lives

https://twitter.com/espn/status/1557071758708162561?ref_src=twsrc%5Etfw%7Ctwcamp%5Etweetembed%7Ctwterm%5E1557071758708162561%7Ctwgr%5Eb640f8e0af4a6d1f4a820b1724761cda1b1acdf6%7Ctwcon%5Es1_&ref_url=https%3A%2F%2Fabc13.com%2Fpearland-little-league-world-series-who-plays-on-espn-today-hometown-sports-bar-and-grill%2F12112403%2F


Cognitive Empathy

• Perspective taking (cognitive 
empathy)

• Imagining/putting yourself in the 
situation of another or in 
someone else's shoes

• Not easy
• The key is….

• to remember that we are all 
going through something that 
we may not be talking about

“You only Understand People 
if you Feel Them Within 
Yourself...John Steinbeck”

https://www.youtube.com/watch?v=AZ-pU7ozt3g
https://www.youtube.com/watch?v=AZ-pU7ozt3g
https://www.youtube.com/watch?v=AZ-pU7ozt3g


Introducing Empathy Into Work Culture

Listen-don’t just hearListen

Acknowledge guest/employee’s feelings and opinionsAcknowledge 
Feelings

Personalize the experiencePersonalize

Help, don’t just sell/manageHelp

Be concise and clearClear

Use statements that express empathyExpress Empathy

Source: Worthy, B. (2022) Why is Empathy 
Import to Customer success? Forbes



Empathy Statements

Creating deep connections with 
guests/employees is important

• Putting yourself in their shoes (cognitive 
empathy) can

• Help anticipate their needs
• Help you be proactive in the services you offer
• Using Tools and Training, i.e. Empathy Mapping

       Source: (Cade, 2015)

I apologize 
that you had 
to deal with 

this.



How do guests perceive the hospitality organization?
What are their hopes/dreams/fears/concerns

What is missing from the 
hospitality experience?

Aesthetically or physically

What are guests' daily habits?
Morning rituals?

What are they 
hearing about your 
business from other 
guests 



How 
well do 
you 
listen?



Benefits of Being Empathetic

• Empathetic people tend to…
• Be more generous and concerned with 

others’ welfare
• Have happier relationships
• Have a greater personal well-being.
• Have improved leadership abilities and 

facilitate effective communication.
• Cultivate cultural curiosity
• Be Emotionally Intelligent
• Have greater academic and career 

success

Source: Anders, 2013; Goleman, 2006; Jones, et al., 2014



Practicing Empathy
Empathy Assignment

Habit 1: Cultivate curiosity about 
strangers

Habit 2: Challenge prejudices and 
discover commonalities

Habit 3: Try another person’s life

Habit 4: Listen hard—and open up

Habit 5: Inspire mass action and social 
change

Habit 6: Develop an ambitious 
imagination

Habit Action Plan Due 
Date

Empathy Action Plan
Name______________  

Accountability Partner’s____________ 
Signature________________



How would integrating more 
empathy into your 

organization support your 
organization’s Mission?



Questions?



Thank you!
Dr. Judy Holcomb, ACC
Judy@DGravityCoaching.com
WWW.DGravitycoaching.com

Executive/Leadership Coaching
Group Coaching

Training
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