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Why Empathy is 
important for 
Citizen Centric 

Governance

People/citizen at the centre of the governance

Understand (thoughts, feelings, concerns, perspective, needs,
aspirations of people)

Develop behavioral competencies in civil servants - vital and
indispensable to complete a job effectively

Cooperation & Collaboration (people having varied experiences, 
preferences, styles and opinions-heterogenous and diverse society)

Equity & Inclusiveness (understanding of special needs of marginalized, 
underprivileged and vulnerable sections) 
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“Empathy is the art of 

stepping imaginatively 

into the shoes of 

another person, 

understanding their 

feelings and 

perspectives, and using 

that understanding to 

guide your 

actions.” (Roman 

Krznaric)



How lack of Empathy is affecting the productivity/outcome of the CSs

• Human brain is wired for empathy with mirror neurons

• Understanding and dealing with human with empathy is more humane and holistic otherwise
human interaction is mechanical/robotic

• Disconnect between the people and civil servants

Traditional method of 
Governance

Knowledge and skills (visible 
competencies)

Rule based system-not so 
effective service delivery

Citizen Centric Governance

Empathy (invisible competency)

Role based system-enhanced 
service delivery to the targeted 

group to ensure Equity & 
Inclusiveness
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Means (Process) 
vs
End (Result)



What are 
the 
possible 
ways to 
improve 
Empathy 
in CSs

Civil servants should acknowledge that empathy matters, and they
should talk about it more often

Talk about 
Empathy 

Active listening and validation of other’s perspective make people feel
valued and understood fostering trust element in the system

Teach active 
Listening skills

Perspective taking can be applied to problem solving, conflict
management and driving innovations in the governance system.
Therefore, perspective taking should be encouraged by the civil
servants by putting themselves in another person’s place

Encourage 
genuine 

Perspective 
Taking

Compassion enables civil servants to care about how people feel and
consider the effects of policy decisions and service delivery have on
them

Cultivate 
Compassion

Embracing diversity will have far reaching effect in the overall
governance ecosystem and bringing inclusiveness & equity in an
heterogenous society

Embrace 
Diversity
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