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About Me

• Professional Certified Coach (900+ certified hours)

• MBTI and ELI Certified Practitioner

• 12 Years as Trade Association Executive Director

• Lifelong Entrepreneur (Apparel, Fitness, Coaching)

• Podcaster, The SpitFire Podcast

• Blogger, Over 200 Blogs Written

• Author, “Spitting Fire: Your Guide to Reignite and Maintain 
Your Passion at Home, Work and Beyond”

• JRSY FRSH Rapper

About You

• What’s Your Name?

• What Do You Do?

• What is Your Biggest Challenge in Your Role?

• What Do You Hope to Get Out of Today?
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Objectives for Today

•Understand Why Certain Companies Hit or Miss in 
their Crisis Communication Strategy

•Recognize the Role and Power of Empathy

• Learn How to Deploy Empathy Using Core Energy 
Coaching

•Anything Else?

Crisis Communication Hits & Misses

Crisis 
Communication 
Hits & Misses
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So What Made These Succeed or Fail?

All Relationships Break Down Over 
One Thing….

Unmet Expectations

"A brand is the set of expectations, 
memories, stories and relationships that, 
taken together, account for a consumer's 
decision to choose one product or service 
over another. If the consumer...doesn't pay 
a premium, make a selection or spread the 
word, then no brand value exists for that 
consumer.“

- Seth Godin
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Your Organization’s Brand Expectations

What brand expectations does your 
company have for its:

•Customers/Consumers?

•Employees?

•Shareholders?

What is Empathy?

Definition of Empathy

The ability to understand and share the feelings of another. (Oxford Dictionary)

Vicarious Introspection - The ability to put yourself in someone else’s shoes

The ability to sense other people's emotions, coupled with the ability to imagine 
what someone else might be thinking or feeling. (Berkeley)

The ability to be aware of other’s perspectives (feelings and beliefs) and meet 
them where they are without taking on their emotional baggage. (LeMunyan)
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Empathy is NOT:

• Sympathy (does not involve a shared perspective or 
shared emotions)

• Pity (feelings of being ashamed for the person)
• Weakness (empathy allows you to have the most 

influence, power and composure in any situation)
• Being a people-pleaser (empathy is hearing everyone 

out, especially when you dislike them)

3 Types of Empathy

1.Emotional

2.Cognitive

3.Compassionate

Emotional Empathy

Person isn't just listening, but begins to feel what the other party is feeling 
in an emotional and personal way. 

Too much emotional empathy can burn the practitioner out, or may be 
unprofessional in business settings that require a high degree of authority 
and self control.
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Cognitive Empathy

Person listens and strives to understand the opinion of an employee or 
customer. 

On the surface, the ability to study and respect all sides of a position is 
useful, and can increase the recipient's respect. 

Without a balancing component of emotional or compassionate 
empathy, cognitive empathy may come through as a cold and calculated 
action.

Compassionate Empathy
Person shows they are truly listening when they exhibit compassion. 

Their words and actions convey they not only understand the customer or 
employee's point of view, but they genuinely care. 

They remain composed and diligent in the process of making a genuine 
apology, amending a wrong, and maintaining the composure and self control 
to enact a solid improvement to programs and training that can prevent a 
negative situation from happening again.

Emotional Range

Are we born with Empathy and/or can we be taught?

Sadness Happiness
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Why Does Empathy Matter?

• Enables you to know if the people you’re trying to
reach are actually reached

• Allows you to predict the effect your decisions and 
actions will have on your core audience

• Gives you the ability to strategize accordingly

How Do You Deploy Empathy?

Empathy Deployment Tactics

• Be Objective – Remove your bias, opinions, and personal 
lens from others and the situation (Step out of your shoes 
and into others)

• Be Curious – If you can’t pick up on other’s emotions, ask 
yourself how someone else could feel. What are their values, 
deal breakers, dreams, wants and needs? (We’ll dive into this 
more) 

• Be Aware – What assumptions of yours are leaking in?
• Be Patient – Our first impulse is usually reactive, but our first 

instinct is usually spot on.
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What is Core Energy 
Leadership?

Core Energy 101
• Awareness Tool – Allows you to see energy in yourself and 

others
• Seven Levels of Awareness – Leadership and Stress
• Benefits of Core Energy:

• Process of leading energy so that it works for you, rather than 
against you

• Ability to shift your own energy and the energy of those around 
you

• Increase influence and opportunities
• Decrease stress and conflict

2 Types of Energy

• Catabolic
• Draining, resisting, and contracting energy
• Energizing in the moment to deal with stressful situations
• Productive in the short term, exhausting in the long term
• Short-sighted and limited view

• Anabolic
• Constructive, expanding, fueling, healing, and growth-oriented
• Helps move you forward and achieve positive, long-term, successful results
• Gives a complete and conscious view of what is going on around you
• Can easily come up with solutions and innovations
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Levels Thought Emotion Action Additional Notes

Level 1 Victim Apathy Lethargy

I lose, why bother?
I hate myself.

Guilt, self-doubt, worry, fear embarrassment
Hopelessness, anxiety, low self-esteem, focus on me (emotionally and 

mentally)

Level 2 Conflict Anger Defiance

I win, you lose. I hate you.
Resentment, hatred, greed, blame

Stress, disappointment, frustration, struggle, antagonism, focus on you 
(emotional)

Level 3 Responsibility Forgiveness Cooperation
I win, if you win too, great.  I forgive you. Relief.

Rationalization, justification, tolerance, use of coping mechanisms, release, 
focus on me (mental)

Level 4 Concern Compassion Service
You win. I love you.

Gratitude, love caring
Takes nothing personally, playfulness, focus on you (emotional)

Level 5 Reconciliation Peace Acceptance
We both win.  I understand you.

Calm, confidence
Fulfillment, strong outer faith, focus on us (mental)

Level 6 Synthesis Joy Wisdom
Everyone always wins. I am you.

Fearlessness, oneness
Ability to access intuition, focus on the whole (emotional)
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GROUP EXERCISE
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Pick an 
Organization

You are the VP of Communications 
The Crisis has just hit and you are tasked with developing the 
communication talking points.

Using The Core Energy Journey Worksheet describe: 

1. The impacted party’s starting core energy level, core thoughts, 
concerns, fears

2. The intended core energy level of your organization’s 
communication

3. The goal core energy level of your audience when receiving the 
communication

4. What do they need to hear, feel, see from your organization?

Let’s Share and Learn!
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Questions?

Now Available on Amazon!


