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The Power Of Empathy
How can we understand our customers if we don’t 

understand our teams?

Clare Woodward and Suzanne Martin
BT Group Insight





WHY ARE YOU 

HERE ?
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“Homo sapiens is a storytelling animal that thinks in stories (…) and 

believes that the universe itself works like a story (…) 

When we look for the meaning of life, we want a story that will explain what reality is 

all about and what our role is (…) 

This role makes me a part of something bigger than myself,  and gives meaning to all 

my experiences and choices.”

― Yuval Noah Harari, 21 Lessons for the 21st Century
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https://www.goodreads.com/work/quotes/58048449
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If you can make your stakeholders 

care, the insight you’re delivering 

will stay with them
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‘This was an invaluable introduction to our customers as 

I began my role, challenging many assumptions I had, 

enabling me to get further faster with a more aligned 

team, as together we reimagined how to serve our 

customers.

They provided a moment of realisation of what we must 

do to improve our interactions with customers’
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78% 
acknowledge 
importance of 

empathy 

47% 
say their 
business 
practices 
empathy 

Source: Harvard Business Publishing Corporate Learning, “Leadership Reframed for the Workplace of the Future: 10 Capabilities 

and 7’   2022
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+ 56% 

- 50%

- 75%

Job performance 

Staff turnover

Sick days 

$52m
Annual savings for a 
company with 10,000 

employees  

Source: Harvard Business Research 2022 : The Value of Belonging at Work  



‘I get paid well to do something I 

enjoy and I’m surrounded by clever, 

funny, like minded people.  And for 

45-50 hours every week, I feel 

isolated’

19



Practising empathy and care makes us not 

only better colleagues and managers,

it make us into better insight professionals 

and partners 
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Chapter 1:
Our Story Begins
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Chapter 2:
A Team Was 

Born
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Chapter 3:
The Challenge 

Unveiled 
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Chapter 4:
Wait, Who Are 

You Again?
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Chapter 5:
The Missing 

Stories
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Chapter 6:
An Evolution 

31



32



Chapter 7:
So, This Is Us
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Chapter 8:
Back to the 
Research
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Hear 
someone 

share a story 

Recognise the 
value in 
sharing 

Share 
something 

yourself 

Inspire 
someone to 

share 
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Personal 

stories 

Hear 
someone 

share a piece 
of insight  

Recognise the 
value in that 

Insight

Share Insight 
with other 

stakeholders/t
eams 

Inspire action 

Insight 

share 

process 



The End
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To be continued….


