
In their shoes –
the need for empathy 

in the customer experience
Let’s talk empathy, vulnerability, authenticity, and smelly footwear.



The truth is, rarely can a response make something better —
what makes something better is connection.

– Brené Brown
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Connection can’t happen without empathy.

Empathy can’t happen without a certain level of vulnerability.

WTF does vulnerability look like in local government?
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To COMMUNICATE WITH EMPATHY, 
you have to let go of YOUR needs, 
YOUR fears, and YOUR anxieties, 
and meet your READER’S NEEDS.
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What is empathy?
Cognitive Empathy
also known as perspective-taking – being able to put yourself 
into someone else’s place, and see their perspective

Emotional Empathy
when you quite literally feel the other person’s emotions 
alongside them, as if you had ‘caught’ the emotions.

Compassionate Empathy
feeling someone’s pain, and taking action to help.
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How to increase empathy

1. Challenge yourself. ...
2. Get out of your usual environment. ...
3. Get feedback. ...
4. Explore the heart not just the head. ...
5. Walk in others' shoes. ...
6. Examine your biases. ...
7. Cultivate your sense of curiosity. ...
8. Ask better questions.

**All of these require vulnerability**
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Brené Brown 
on vulnerability
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https://www.ted.com/talks/brene_brown_on_vulnerability?language=en


So what’s VULNERABILITY 
and why do we need it?

Vulnerability is the birthplace of love, belonging, joy, courage, empathy, 
accountability, and authenticity. If we want greater clarity in our 
purpose or deeper and more meaningful spiritual lives, vulnerability is 
the path.

– Brené Brown
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Me kōrero tātou (let’s talk)

What does vulnerability look like personally?

What does it look like organisationally?
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Vulnerability allows us to be more authentic.
But what does that look like?

Authenticity is a collection of choices that we have to make every day. 
It's about the choice to show up and be real. The choice to be honest. 
The choice to let our true selves be seen. 

– Brené Brown

Authenticity is the daily practice of letting go of who we think we’re 
supposed to be and embracing who we are.

– Brené Brown
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So what does empathy, vulnerability, and 
authenticity look like in local government?
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Let’s try it!



NOTICE TO WITNESS

You have been served with a Summons to Witness to compel your attendance at a hearing 
before the Workers Compensation Board (the “Board”) at the location, date and time 
indicated on the summons to give evidence.

Pursuant to Section 81(a) of the Workers’ Compensation Act (the “Act”) the Board has the 
power to summon and enforce the attendance of witnesses and to compel them to give oral or 
written evidence under oath in the same manner as a court of record in civil cases.

If you fail to attend without lawful excuse you may have contempt proceedings commenced 
against you in the Supreme Court of Ontario.

The attendance money that has been served with the summons is to facilitate your 
attendance at the hearing. If as a result of your attending the hearing you incur a loss 
of wages or salary, you may be entitled to an additional payment subject to the limits and 
guidelines in effect from time to time.

If you have any questions regarding the summons or your attendance before the Board, 
please contact:

Supervisor, Administrative Services
2 Bloor East
Toronto, ON M5W 2V1
Tel: 416-927-4150,Fax:416-927-4146



Your instructions:

1. What does it need to achieve?
2. Imagine all the people who might get this. 
3. Put yourself in their shoes. What would they need to know for 

this to be successful? How would you want them to FEEL?
4. Now use headings because readers skim read
5. If you were in my workshop yesterday, turn your writer switch 

off. Everyone else: make this feel like a verbal conversation.
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Information for witnesses
The law says all witnesses must attend.

The Workers’ Compensation Board investigates accidents that happen on the job and has the same powers as a court 
(see Section 81(a) of the Workers Compensation Act). When you are summoned as a witness, you must attend the 
hearing and give your evidence under oath.

You can be charged with contempt of court if you miss this hearing without a lawful reason. If you have a lawful 
reason you can’t attend, you must let the Board know as soon as possible.

You may have to miss work.
You must appear at the time and place listed on the attached summons and stay as long as you are needed.

The Board will pay your expenses.
The money attached to the summons is to cover your expenses to attend the hearing. If you lose any pay for the time 
you are a witness, the Board may also pay part of your wages up to a maximum set by the Board.

Do you have any questions?
Please contact:
Supervisor, Administrative Services (etc)

Important
You must appear as a witness at a hearing of the Workers’ Compensation Board. The attached summons tells you 

where and when. Please read this immediately.



A positive customer service experience 
is a connected experience, 

and connection requires empathy

1. To increase empathy, we need to be vulnerable
2. The result of vulnerability is increased authenticity
3. Increased authenticity = stronger connection
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Now go be good humans! 
(even at council)

https://brenebrown.com/
https://www.skillsyouneed.com/ips/empathy-types.html
https://andrewsobel.com/eight-ways-to-improve-your-empathy/

Stay in touch!  shelly@shellydavies.com
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