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Empathy is the ability to sense other people’s 
emotions, imagine what they might be thinking or 
feeling and using that understanding to guide your 
actions.  
 

 
See It Through Their Eyes 

• Being aware, noticing and responding to the fact that someone is worried, upset or 

disappointed can help them feel that you care.  

• Share the patient’s perspective and try to see what their struggling with and why. Why 
would a reasonable person act this way? What might be going on beneath the surface? 
What are they needing and what can you do to help them achieve it? 

 

Communicate That You Care 
• It’s often challenging to help patients who are lost in emotions and seem unable to be 

receptive. By identifying and communicating that you are aware of and sensitive to what 
they might be experiencing helps the patient feel seen, heard and understood.  

• One way to help diffuse challenging interactions is to use empathy statements and 
words or phrases that demonstrate caring and understanding.  

 

Below are some empathy statements to try when your patient/customer is feeling frustrated, 
angry or misunderstood: 
 

o “I can imagine how you would feel this way…” 
o “I can understand how frustrating it is when…” 
o “I’m sorry you had such a long wait…” 
o “I can see how important this is to you…" 
o “I realize how complicated it is to…” 
o “I’m sorry you were inconvenienced…” 
o “I can hear how upset you are about this.” 
o “I know how confusing it must be when…” 
o “I’m sorry it’s been so challenging for you…” 
o “I can see that would be very stressful…” 
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EMPATHIZE 

Successfully building rapport and trust with your patients is essential in providing great service.  
On those occasions when we don’t meet a patient’s expectations and service recovery is needed 
Empathy is key in making the patient feel seen, heard and cared for. This month take a moment 
to look at ways you can put a focus on empathy in your interactions. 

 


