
Training Notes

Title: Expressing empathy (Face to face training notes)

Length of session: 1 hour

Materials needed: Flip chart paper, pens, Empathy case studies, Empathic or not activity (these may need to
be cut up depending on how you are going to do this activity)

Number of delegates: 2 +

Facilitator Key:

Explain/Ask Read out what is written

Purple text Direction for you to follow

Text in Orange box Alternative delivery options

Discussion point Generate a group discussion

Aim: The aim of this session is to provide delegates with an understanding of how to and how not to express
empathy.

Objectives: By the end of this session delegates will be able to:
- Explain the meaning of empathy
- Identify empathetic responses
- Be aware of the impact of non-empathetic responses

Time Course Content Material/Aids

00.00 Introduction

Welcome delegates and introduce yourself
Read out the aims and objectives of the session.
Ask delegates to introduce themselves by stating their name and job role (if
needed)

Explain: Empathy is the ability to put yourself in someone else's shoes to
understand their feelings and emotions.

Explain: Empathy is a choice. Being empathetic does not mean trying to find
solutions for the persons situation, it does not mean trying to make the person feel
happier by using humour, it does not mean trying to make the person realise their
problems are small compared to others. It means understanding and
acknowledging how they feel
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00.05 Empathetic or not Activity

Explain: We are now going to do a quick activity to see if you can identify what are
and aren't examples of empathic phrases or responses.

This activity can be delivered in different ways depending on timing and number
of delegates:
Option 1 - You could show/read out the phrases one at a time and discuss them
in one big group.
Option 2 - You could give each delegate a copy of the Empathetic or not?
handout and ask them to discuss the phrases in pairs and then run through the
answers together.
Option 3 - You could cut the phrases up so each phrase is on a separate piece of
paper, split the delegates into teams, give each team a set of the cut out phrases
and ask them to put them into two categories: empathic responses and
non-empathic responses (you could create a competition to beat the clock or
provide a prize to the winning group)

Allow no more than 3 minutes for this activity

The answers are:
Empathic responses

- “I’m sorry to hear that”
- “That sounds like a difficult situation to be in”
- “Is there anything I can do to help you?”
- “I understand”
- “I am here for you”
- “ I’ve had to deal with a similar situation in the past”

Non-empathic responses
- “At least your problem isn't as bad as ……”
- “Don't worry, it isn't that bad”
- “Ah, yeah but…….”
- “Well, at least you don't have to worry about…..”
- “Hey, it’s not the end of the world”
- “You will get over it”

Discussion Point: How did you find that activity? Did you find it easy to spot which
ones were the empathy examples? If you found it a challenge, why?

Empathic or
not handout
(this may
need to be
pre-cut)

00.10 Case Studies

Explain: Expressing empathy can be a challenge. When you can tell someone is
feeling a negative emotion such as pain, anger or sadness your first instinct is
usually to try and make them feel better. However, this doesn't always work or
work the way you hope. You might think you have helped them to feel better but
on the inside, they might still be holding on to these negative emotions.

Empathy is centred around listening, acknowledging and understanding. You are
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more likely to help someone feel better by saying “I don't know how to help you
feel better but tell me more, I’m here to listen to you” then if you say “Don't worry,
everyone feels low at times, let's have a cake to cheer you up.”
Letting someone talk through what is on their mind whilst you listen and respond
appropriately is at the heart of what empathy is.

Explain: We are now going to have a go at responding empathetically in different
situations.

This activity can be delivered in different ways depending on timing and number
of delegates:
Option 1 - You could pick one or two case studies, show/read out and discuss
them in one big group.
Option 2 - You could give each delegate a different case study (depending on the
number of delegates you might have more than one person looking at the same
case study) and ask them to read it and answer the questions on their own. Then
bring everyone back together and ask them for feedback on their case study and
responses.
Option 3 - You could split the delegates into pairs or small groups, give each
group a different case study and ask them to agree on an appropriate response.
Then bring all the smaller groups back together into one big group and ask them
to feedback on their case study and responses.

Allow about 20 - 30 minutes for this activity, including time to discuss responses

Empathy case
studies

00.40 Impact of non-empathetic responses

Explain: It is important for us to recognise how someone can feel if we are not
empathising. This should make us feel inclined to use empathy more often,
therefore, helping us to build strong connections and relationships.

Explain: Take a moment to think back to a time where you needed someone to
empathise with you but they didn't. Think about how that made you feel, think
about how you may have reacted to them.
(If you are struggling to think of your own situation, think back to the case study
you have just worked on, how would that person feel if they didn't receive any
empathy?)
Allow 2-3 minutes for self-reflection

Discussion Point: Would anyone be willing to share their experience? How did it
make you feel? How would others feel or react?
You can choose to write the feelings and reactions on flip chart paper or keep it
as just a discussion.
Allow 5 - 10 minutes for this

Explain: Although for most people a level of empathy comes naturally to them, it is
evident that in this day and age where technology rules, soft skills are being lost.
Empathy still remains one of the fundamentals of building connection and
relationships with others.
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The good news is that like all skills, your empathy can improve the more you
practice.

End the Session
Ask the delegates if they have any questions about today's session (if you cannot
answer a question, be honest and tell them you will check the answer and get back
to them)
Ask them to each recap one thing they have learnt from the session (Optional)
Thank Delegates for their time
Invite them to leave the room when they are ready.
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