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How Al Carn Help Scale
Soft Skills Training

A Practical Guide to Measuring Empathy and Communication
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Why Soft Skills Are
Difficult to Scale

Empathy and communication are widely recognized as critical capabilities

in modern organizations. In healthcare, they influence trust, experience, and
adherence to treatment. In enterprise environments, they are closely associated
with engagement, collaboration, and leadership effectiveness. Their importance is
well understood. Their development at scale is not.

Most organizations continue to rely on workshops, coaching, and facilitated
roleplay to address soft skills. While these methods have value, they are
inherently limited. They are difficult to standardize, costly to sustain, and
inconsistent in how feedback is delivered. As programs expand, leaders often
lack clear insight into which skills are improving, where gaps persist, and whether
training is translating into day-to-day behavior.

At the root of this challenge is a long-standing
assumption that soft skillsqiretoosubject ivetQ
measure.



https://www.harvardbusiness.org/insight/leading-with-empathy-how-understanding-your-ladder-of-inference-strengthens-your-leadership/

are especially visible in spoken and written language. They -

influence how conversations unfold and how relationships are 1. Listening More Than Speaking
shaped over time. Because these behaviors are observable,
they can be named, practiced, and assessed.

This guide focuses on six core skill 2. Using Reflective Statements
categories that capture how.efmpatny
and caring are expressed irt workplace :
communication. legethér, they provide 3. Suspending One’s Own Perspective
a practicalfreew otk fortmderstanding
and developing empdtheti@behavior.
cigfossielesGnd centexts.

4. Asking Open-Ended Questions

5. Affirming & Validating the Other Person

6. Avoiding Minimizcation & Premature Direction

S 7
s v | O






