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Could a greater miracle take place than for us to look

through each other’s eyes for an instant?
— Henry David Thoreau

A recent article from the Harvard Business Review said that
business people need five attributes in today's digital, global
economy:  adaptabllity, cultural competence, 360-degree
thinking, intellectual curiosity and empathy.

Much more attention, however, is being given to empathy -
understanding another person’s condition from that person’s
perspective - not just as a “soft” skill but as a “teachable skill that
‘opens the door to profit”.

Experts explain this by reasoning that customers are no longer
passive. Social media has made interaction between the
customer and the seller a two-way street. Today's highly vocal
customer wants to be heard or s/he will simply take his/her
business elsewhere. You need empathy to know who these
customers are and what they want.

Second, while the world is a smaller place due to advances in
technology and communication, markets have become wider,
more complex and more culturally-diverse. Technical knowledge
or business acumen will not provide ready answers for these new
markets. A sincere interest in understanding cultural preferences
and choices through empathy will yield better results.

Finally within companies, the call for innovation is loud and
undeniable leading as well to the necessity of genuine
collaboration, respect and persuasion among and between
employees and the teams they belong to. Al these are virtually
impossible without empathy.

What are the effects of better empathy?

Telefonica of Germany, for example, went through a nationwide
empathy training program at the instance of its former CEO Rene
schuster. Within 6 weeks following the completion of the
program, there was a 6% increase in customer satisfaction at the
company.

At LOreal it was observed that sales people who had the most
empathy sold nearly $100,000 more per year than their
colleagues. Even waiters and debt collectors perform better,
20% more in tips and twice as much debt collected,
respectively, when they practice better empathy.

In the U.K., a research and consultancy group put together a
measurement system to test companies’ empathy using three
main factors: customers, employees and social media. Using the
system on the 100 best known companies in the UK., the
researchers predicted that banks and financial firms might be
among the last in the ranking. It turns out that 3 out of the last
5 companies are telecommunications companies which
weighed down by what the researchers opined was their over-
reliance on “unhelpful canned responses which merely shunt
customers to more traditional forms of contact, such as call-
centers.”

Social media site Linkedin came out on top of the list. Linkedin's
performance was attributed to the fact that & actually has a
strong presence on its rival platform Twitter, contrary to the
expectation that Linkedin will force its customers to interact
exclusively on its own channels of communication. Linkedin
instead makes an effort to go where its customers are, even at
the risk of being seen to endorse a rival product if only to show
thatit empathizes with ts customers’ interests and choices.

Indeed, such unexpected twists and turns are part and parcel of
the business environment in this new millennium. It is this same
environment which makes the softskill of empathy a hard
necessity. Who knows, maybe the “next big thing” is not the
product of a technological breakthrough but is simply a logical
benefit of harnessing emotional connectivity to the fullest.
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