


remembers
this movie
scene?
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"4 'WILSON, | DON'T KNOW \,
IF I CAN MAKE IT |
THROUGH THIS

SOCIAL FACILITATION - EVEN A VOLLEYBALL CAN MAKE YOU FEEL LESS
ALCNE



PAY
ATTENTION

"You can’t feel what another
person is feeling if you aren’t
paying attention to them"
Daniel Goleman




The ability to understand and share the
feelings of another
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Why does empathy matter in agile
delivery?

OVER ONE-THIRD (34%) OF CEOS
DOUBT THAT THEIR OWN DIGITAL
KNOWLEDGE IS ENOUGH TO LEAD
THEIR COMPANY SUCCESSFULLY
THROUGH ITS NEXT GROWTH PHASE
(AND DIGITAL)




Leadership to Team Divide
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October turns into...




What was happening internally?

How can | start up an open

ti ith Jimbo?
Am | getting ripped off? conversation with Jimbo

Why aren't we getting the o/ AN What if this was my Dad?

qualii‘y of work we're paying | /= B o\ ‘ How would | like someone ta
‘ \ ' | treat him?

This must be an

Why the sudden change? uncomfortable experience

for him too




The Outcome?

TRA 400

27A

27

. -
.




The estimate missed the mark...

but my empathy compass pointed true!



"Empathy is connecting to the emotions that underpin experience"
Brene Brown



Let me Introduce
you to

The Loyalty
Pioneers

This team are usually a powerhouse in the UK,
delighting their clients.

Over the past couple of months, they've been
feeling a bit off their game...




What's going on around the room?

I'm worried about the imate Could it be similar to one
timeline if we give this o we've done before ? Let's
story a high estimate use that as a reference

I'm happy with my

estimate, can we - \

move onto the next

Dyl
story? a
‘\\‘h.a




Can we get a sense of the
emotions ?



What needs to happen so the team says these
words out loud?

I'm worried about the imate, Could it be similar to one
timeline if we give this o we've done before ? Let's
story a high estimate use that as a reference

I'm happy with my

estimate, can we - \

move onto the next

o)1=
story? g
‘\\‘h.a

-,
\r;.




Creating the right environment

| feel confident with
my estimate. Let me
share what | know

Can we consider the
impact on timelines
and discuss alternative

strategies?

Before we estimate,
lets really make sure
we understand the user
story and call the PO in
to clarify.

Let’s use a similar story as a
reference point, pick out additional
complexities and then estimate.
What do you think?

Absolutely, then break it
down into smaller chunks
before we estimate? What

are your thoughts?







Create Understanding - Letting the Guard Down

JONAS

Wha't, are some small
things that make your
day better ?

What was ge last piece

of work that you really
enjoyed?

) enjoyed working on our
(atest app redesign
because it challenged
my problem-solving
skills

The Manual of Me

$

What's one thing you'd
like others to know about
your workstyle?

) need a quiet space to
focus when I'm coding,.

What s ée work-

related skill you'd like to
develop or improve?

My React Native skills.
I'd love to pair with
someone with more

knowledge so ) can build

even better experiences
for our customers

é

What are your
expectations from a
Scrum Master?

Clear communication
and constructive
feedback

d

What's one change you'd
like to see in our work
environment?

we need more
opportunities for
learning and skills

development

Adapted from Cassie Robinson's User Manual of Me



Empathy Map Canvas

(| WHO are we empathizing with? GOAL (1 What do they need to DO?

Who is The person we want 10 understand? What do they need to do differently?
What is the situation they are in? What job(s) do they want or need to get done?
What is their role in the situation? What decision(s) do they need to make?

How will we know they were successful?

() What do they THINK and FEEL?

PAINS GAINS
What are their fears, What are their wants,

frustrations, and anxieties? needs, hopes and dreams? e What do they SEE?

What do they see in the marketplace?
What do they see in their immediate environment?
What do they see others saying and doing?

What are they watching and reading?

() What do they HEAR?
What are they hearing others say?
What are they hearing from friends?
Whal are they hearing from colleagues?
What are they heanng second-hand?

() What do they SAY?

What have we heard them say?
What can we imagine them saying?

What other thoughts and feelings might motivate their behavior?

) What do they DO?

What do they do today?
What behavior have we observed?
What can we imagine them doing?

Last updated on 16 July 2017. Download a copy of this canvas at http:/ /gamestorming.com/empathy-map/




Building Consensus

Ladder of Inference

Actions

Beliefs

Conclusions

Assumptions

Meanings

1 Selected Data




The Ladder of Inference Adapted from the model by Chris Argyris and used by Peter Senge in "The Fifth
Discipline: The Art and Practice of the Learning Organization



The Left/Right Hand Column

WHAT | LH RH WHAT [ SAID
THOUGHT

ME: "IF THIS MEETING GETS DELAYED AGAIN, ME: "HI, CAN WE FIND SOME TIME TODAY TO

WE'LL BE IN BIG TROCUBLE. PLEASE DON'T PUSH IT DISCUSS BLOCKERS WE'RE COMING UP

TO NEXT WEEKI" AGAINST? IT'S URGENT."
STAKEHOLDER: "MY SCHEDULE IS REALLY
TIGHT THIS WEEK. CAN WE PUSH IT TO EARLY
NEXT WEEK?"

ME: "I'M PRACTICALLY BEGGING HERE! JUST GIVE ME: "WE REALLY NEED YQUR INPUT BEFCRE

ME A SMALL WINDOW" THE END OF THIS WEEK. EVEN A 15-MINUTE
SLOT WOULD HELP A LOT."

STAKEHOLDER: "I'LL TRY TC SQUEEZE IT IN,
BUT | CAN'T PROMISE ANYTHING."

Source: Chris Argyris and used by Peter Senge in "The Fifth Discipline: The
Art and Practice of the Learning Organization



Safe to Fail

"If you want to succeed, double your
failure rate"
Thomas J Watson







Let’'s connect!

Nisha Joshi

Delivery Consultant, Agile
Coach, Scrum Master

Nisha Joshi
Linkedin Top Voice Principal Consultant and

ithfinder at AND Digital . Courage Catalyst for
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