
The ROI of Empathy
How an Empathetic Culture Fuels Innovation, 

Enhances the Employee Experience 
& Cultivates a Loyal Workforce



Agenda:
1. Maria Ross - Empathy at Work
2. Scott Burns & Peter Dircks - Scaling Empathy 
Through Connection and Opportunity

3. Questions



Maria Ross
Founder, Red Slice
Author, The Empathy Edge

Scott Burns
CEO & Co-Founder, 
Structural

Peter Dircks
Vice President & General Manager,
Fireside Hearth & Home

Introductions
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HOW AN EMPATHETIC CULTURE FUELS 
INTERNAL MOBILITY, ENHANCES THE 

EMPLOYEE EXPERIENCE, AND CULTIVATES A 
LOYAL WORKFORCE

THE EMPATHY EDGE

Maria Ross, Red Slice LLC 
@redslice

IG: @redslicemaria
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THE ROOT OF 
EVERY PROBLEM
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LACK OF EMPATHY

Photo credit: Nolan Issac, Unsplash
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THE COST OF BEING 
UNWILLING TO STEP INTO 

ANOTHER’S SHOES

WE REMAIN PARALYZED

WE REPEAT THE SAME 
MISTAKES

WE DON’T CONNECT AND 
ENGAGE
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We degrade our 
brand reputation, 
team productivity, 

customer experience, 
organization’s performance
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BUT THERE’S HOPE!
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EMPATHY AT WORK
DEFINE

What empathy means 
in a business context

DISCOVER
4 crucial organizational benefits that 

empathy delivers

LEARN
How to avoid the “empathy veneer”

ACT
3 ways your organization can cultivate an empathetic culture

right NOW
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?WHAT IS

EMPATHY
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WHAT IS EMPATHY?

Confidential – Do not distribute

“..see the world through the 
eyes of those who are 

different from us.”

-BARACK OBAMA

“The ability to recognize and 
share other people’s 

feelings.”

-SIMON SINEK
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EMPATHY 
AT WORK

Being willing and able to see, 
understand and 

(where appropriate) 
feel another person’s perspective 
and, further, use that information 

to ACT compassionately.
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?HOW DOES

EMPATHY
BENEFIT YOU & YOUR 
ORGANIZATION?
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1. SPUR INNOVATION 
AND PRODUCTIVITY

Empathetic people perform higher, are 
more productive and create more innovation

How important are such soft skills to innovation & 
market dominance? Google’s Project Aristotle

Emotional Intelligence is one of the most in demand 
skills in 2020. Why? Keep pace with rapid change.
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2. BOOST  
ENGAGEMENT 
& COLLABORATION
Empathetic companies experience 
higher retention, morale, 
productivity and innovation

• Google Project Oxygen: Top 
performers

• Avoid costly disengagement
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(Source: Gallup, 2017) 

THE COST AND OPP OF EMPLOYEE 
ENGAGEMENT
A more empathetic, engaged workforce can:

Reduce absenteeism 
by more than 40%

Increase productivity 
by 17%

Decrease 
turnover by 24%

Boost customer 
ratings by 10%and 

sales 
by 20%

1 2 3 4
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3. APPEAL TO MILLENNIALS AND GEN Z

Empathetic cultures appeal to them as talent; 
Empathetic brands appeal to them as consumers
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INCOMING TALENT 
EXPECTS A NEW 
NORMAL
Millennials are “the most traditionally diverse 
generation in history” They value cognitive 
diversity.

59%

27%

Only 59% of 
millennials 

are Caucasian

27% have 
immigrant 

backgrounds

• 71 percent of millennials want their coworkers 
to be like a “second family” 

• 75 percent of them believe that their employer 
should mentor and nurture their innate talents.

(Sources: 2015 Deloitte leadership 
study, and World Economic Forum 2016)
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4. DRIVE SALES GROWTH

By aligning with customer needs, 
empathetic companies lead the 
market and reap financial success

• Improve CX, reduce churn = 
Increasing customer retention rates 
by 5% increases profits by 25% to 
90% (Bain and Co.) 

• Ryanair:     43% net profit
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50% think more empathetic companies make more 
innovative products and services for customers. 50%

EMPATHY DRIVES 
FINANCIAL PERFORMANCE
CEOs surveyed believe workplace empathy drives financial benefits, better 
performance and business growth.

(Source: 2018 Businessolver State of Workplace Empathy)

87% of CEOs see a direct link between empathy and 
business performance 87%

42% believe that empathy has the 
potential to drive faster business growth 42%



© 2021, Rd Slice, LLC Confidential – Do not distribute

AVOID THE 
EMPATHY 
VENEER
WALK YOUR TALK

What policies, hiring 
practices, rewards, or 
protocols exist to foster 
empathy from the inside out?

For YOU: Strengthen your 
empathy muscle until it 
becomes default mode.
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1

3

2 ENABLE OPEN COMMUNICATION

3 PRACTICES TO BUILD AN 
EMPATHETIC CULTURE

CREATE AN ENVRONMENT OF TRUST

INVEST IN INTENTIONAL MENTORSHIP/ 
GENERATIONAL UNDERSTANDING
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1. CREATE AN 
ENVIRONMENT 
OF TRUST
Offer supportive 
policies

Give employees 
agency to find 
opportunities and 
experts when they 
need to.

Run empathetic 
meetings! 
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2. ENABLE OPEN 
COMMUNICATION
Transparent access to 
opportunities, information

Get to know each other 
before diving into 
business

Remote working: be 
intentional, use 
technology to stay 
connected, level the 
playing field
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3. INVEST IN 
INTENTIONAL 
MENTORSHIP AND 
TRAINING

Encourage honest dialogue and access across the 
organization.

Offer training on differences in motivation, context. 
Bridge the generational divide!

Enable employees to find and create intentional 
mentoring relationships
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“There will be times when your resolve to serve
humanity will be tested. Be prepared. People will try to
convince you that you should keep your empathy out of

your career. Don’t accept this false premise.”

-TIM COOK, CEO, APPLE
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THANK YOU! 
Questions or comments: 
maria@red-slice.com
T: @redslice
IG: @redslicemaria

Sign up for more insights + 
inspiration
www.red-slice.com
www.TheEmpathyEdge.com

Interested in Empathy workshops? 
Let’s talk!

http://www.red-slice.com/
http://www.red-slice.com/
http://www.red-slice.com/


Building an Empathetic Culture 
Starts by Connecting People to 

Each Other & Opportunity



Connection Opportunity
30

Scaling Empathy… Connection and Opportunity



How can you replicate this 
internally?



Connection and Opportunity Are Cornerstones
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“Beyond putting money on the table, people work because they want 
to contribute to, and create, something larger than themselves.”

Mauhart & Nowshad. Deloitte, 2019.

“Diversity, equity, and inclusion (DEI) are table stakes for talent acquisition 
and talent mobility but are easier said than achieved. Most organizations 
have silos that leave segments of talent outside of their purview.”

Gantcheva et al. Deloitte, 2020.

Sources:



Alix: A Whole Person, Not a Job Title



Empowering Everyone with Insights



Making Immediate and Lasting Connections



Opportunities Embedded in Work
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Client Guest:

Peter Dircks, 
Vice President & General Manager
Fireside Hearth & Home



Questions for Maria


