
Hire with a focus on so� skills

During the hiring process, look for candidates with 

attributes like helpfulness, an inquiring mind and good 

listening skills. Crawford has found identifying empathy 

upfront to be highly beneficial. 

Foster skills through training

Crawford recommends ongoing empathy and soft-skill 

training. From mentoring programs to role-playing sensitive 

work situations, tackling sensitivity training from a 

multi-faceted approach can engage team members from a 

multitude of backgrounds.

Focus on details

A lot of training goes into using e�ective 

empathetic language when working 

with customers. It’s also important to 

identify and incorporate customers’ 

communication preferences.

Make holistic health a priority

There’s the old saying that one can’t pour from 

an empty cup. Workers aren’t going to be able 

to focus on empathy when they’re struggling. 

Crawford prioritizes making sure employees are 

as healthy as possible so they can manage the 

stress that accompanies helping customers in 

di�cult circumstances.

Integrate smart technologies

Investing in new technologies that automate 

lower-level tasks and make employees’ jobs easier 

can help clear the way for more high-quality 

interactions with clients and customers,

which can be an enabler of positive experiences.5

When rolling out new pieces of technology: 
Crawford enlists help from current employees to 

share which solutions streamline their daily activities. 

By involving all levels of a corporation in the process, 

leadership can show empathy and make workers 

feel valued.

Lead by example
Creating a workplace empowered 
by empathy is essential to building 
a resilient workforce. 

Using human connection as a lens 

through which day-to-day business 

practices are viewed and implementing 

technology that frees up more time for 

relationship building are two key ways 

that organizations can sustain and 

improve empathy in the workplace.

Pay the empathy forward

When employees are feeling their best, 

they’re going to have the patience and 

soft skills necessary to be present and 

thoughtful with clients and customers.  

You recruit talent that fit your 
company's culture. Many times skills 
can be learned”.

Alister Jupp, Head of Global Technical Services UK

When you’re working with an injured worker, 
there are certain types of words you want to use. 
You need to listen to the needs of the person 
you’re speaking with and respond appropriately.”

Je� Sickles, SVP, Claims & Field Operations for Workers’ 
Compensation and Disability

~94%  
of employees say mental health is just as important 
as physical health and that businesses with mental 
health programs in place are more empathetic4
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If a digital solution makes a task take three minutes 
instead of 30 minutes, I have 27 more 
minutes I can spend with the homeowner making 
their life easier. You’re making that connection rather 
than spending 30 minutes using a tape measure.” 

Andy Hutchinson, Global Head of Transformation
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This advice is equally important when 

engaging with employees and coworkers 

on sensitive topics. Employees may have 

specific communication 

preferences—especially when 

communicating to virtual teams 

and across global organizations. 

Tools and technology allow Crawford 

employees to focus on clients' claims with more 

attention and empathy so they can deliver 

personalized customer experiences.

Fostering empathy 
in the workplace

�e past few years have been di�cult for employees. 

44% of employees report that their mental health has su�ered as a 

result of the pandemic. Millions of Americans left their jobs in 2021, and 

many of those positions remain unfilled.

It may be surprising, but one of the best ways to help improve employee 

satisfaction and morale isn't ping pong tables or casual Fridays – for 

employees, it's empathy.

24%
of workers report 
more anxiety1

44% 
of individuals report 
decreased mental health1

94%
said they’d even work 
longer hours4

88% 
of employees said they’d stay 
with an empathetic employer4

Can empathy improve workplace conditions?

Employees want to feel acknowledged at work, and they 

want the struggles they are facing to be acknowledged as well. 

Feeling supported gives workers the freedom and motivation to 

innovate and engage in new processes, all while creating a 

healthy work/life balance.3 

What is empathy?

Empathy is the ability to share someone else's 

feelings or experiences by imagining what it 

would be like to be in that person's situation.2

Crawford is deeply committed to building empathy at every 

level of its business. We use empathy training to guide and 

empower all of its employees, and help strengthen their 

relationships with the customers they serve.


