
GUEST EMPATHY

UNDERSTAND THE FEELING BEFORE THE SOLUTION.

Listen • Notice • Acknowledge • Help • Follow up



WHY EMPATHY MATTERS
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FEELING FIRST

●

●

●

●

●

Empathy means respecting the feeling, not agreeing to every request.



WORDS • VOICE • BODY LANGUAGE
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BODY
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FOUR SIMPLE STEPS
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LISTEN FIRST
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Acknowledge the feeling, then explain the next step.



USEFUL EMPATHY PHRASES
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UNDERSTAND

02

RECOGNIZE

03

APOLOGIZE

04

HELP

Use one sincere phrase that fits the situation.



DO • AVOID
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EMPATHY IS NOT AGREEMENT
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01UNDERSTAND

02APOLOGIZE

03HELP

04ACT



WHEN THE GUEST IS VERY UPSET
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Empathy turns a difficult moment into a human connection.


