
F E B R U A R Y  2 0 2 0

P E R S P E C T I V E
T A K I N G

T I P S  &  T O O L S  S E R I E S

A  B E T T E R  W A Y  T O
L O O K   A T  T H E  D E C I S I O N S
O F  O T H E R S  A N D  T H E I R
R E A S O N S

+61 418 920 412  | daniel@empathicconsulting.com

This is part of a Tools & Tips series developed by Empathic Consulting to support the development of empathy,

understanding and aligned leadership. This work is copyright. Apart from any use permitted under the Copyright Act

1968, no part may be reproduced by any process, nor may any other exclusive right be exercised, without the permission

of Daniel Murray of Empathic Consulting, Sydney, 26/01/2020.



S E E I N G  T H E
W O R L D
While walking along the footpath, you see a

round table, surrounded by four chairs. The

table has a small piece of metal with the

number 3 on it. There is a plate, cups and a

large glass vessel with a brown liquid

inside.

 

Based on this description of the table, do

you think the shop it is in front of is a

Butcher, Cafe or Chemist?

 

Don't worry, it is not a trick question! This is

clearly a table belonging to a Cafe. But how

did you know? What processes went on to

decipher this scene and make such a

judgement?

M E N T A L  M O D E L S

We navigate the world based on our brain's

amazing ability to receive and interpret

information. The brain develops and stores

abstract concepts, ideas and frameworks

from our experiences. It then stores these in

order to make rapidly sense of future

information and save reinterpretation.

 

We will call these stored ideas Mental

Models. 

 

For example, once you have learned what a

banana is, you store this as a mental model
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Then should you encounter a curved,

yellow blob, you can more easily

recognise this as a banana. 

 

This is why children's books and toys

don't need to be a perfect picture of a

banana. Our brains don't need the

detail, they are expert at making a

good enough association between the

input and the mental model to

understand the scene.

 

But what about complex situations?

How do brains deal with experiences

they have not yet encountered?



Mental models are incredibly useful for common routines such as identifying a table

and chairs, hearing our name in a noisy room, even understanding how the expressions

of our parents relate to their mood. Research has shown that a baby of just four months

can identify if the parent is sad or happy based on their facial expressions. However,

when it comes to strangers, different people who are from outside of our usual group,

our old models become incredibly unreliable. 

 

Imagine you grow up in a quiet and conservative English household. You learn from an

early age that speaking loudly is associated with anger or even aggression. It was a very

rare occurrence and when someone yelled, it was a sure sign that bad things were

going down. Your automatic responses became a set of mental models that helped

guide you through this challenging time. 

 

However, if you grew up in a traditional Italian household, you might have experienced

that yelling was a natural part of life. People raising their voice could mean they are

excited, passionate and want to share this level of emotion with others. Suddenly, your

conservative mental models fail to adequately interpret the situation and are likely to

cause you to have an entirely inappropriate reaction..
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Understand, yelling does not

mean good nor bad in isolation of

interpretation and context. Our

mental models fail us when we

rely too heavily on them as

accurate guides to the world and

this is where conscious curiosity

and the practice of perspective

taking can provide us with tools to

better understand and interpret

the complex world around us.

 

Perspective taking, as we will see,

involves suspending our own

initial assumptions and exploring

more broadly the situation at hand.

 

Specifically, we will unpack

perspective taking as the ability to

understand why people might

make decisions that you find

strange or nonsensical.



P E R S P E C T I V E  T A K I N G

Here is a simple, 7 step process to build a greater perspective. In these steps we will

refer to the diagram on the following page that you can use as a template for future

perspective taking exercises. We will also provide a worked example to support the

explanation.
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A  P R O C E S S  T O  S E E  T H E  B I G G E R  P I C T U R E

STEP 1 - THE POINT OF VIEW

First, write a brief description of the

decision or action that you want to explore

in the Point Of View box in the middle. This

works most practically when you can

consider a specific action or decision by a

specific person.

 

STEP 2 - RATIONAL DRIVERS

In the Rational box, write down any logical

reasons that the person may use to justify

the decision they have made. Consider this

from their perspective, not your own!

Rational drivers may include tangible

metrics, facts or data points.

 

STEP 3 - EMOTIONAL DRIVERS

In the Emotional box, document any

emotional reasons you might consider.

Consider if fear, love, pride, hope, greed,

envy, desire or a sense of justice might

have played a role from their perspective.

 

STEP 4 - STRUCTURAL CONTEXT

Looking at the broader context around

them, what might be any structural

influences over their decision? These may

include hierarchies, processes or systems.

EXAMPLE - THE POINT OF VIEW

John engaged your services as a Financial

Advisor and seemed to agree to the plan

initially, but has since been spending far

more than the plan and is putting their

finances at risk.

 

 

EXAMPLE - RATIONAL DRIVERS

John sees how much money he currently

has and it seems like a lot. He is more

aware now of the savings and

superannuation accounts and the wealth

he has accumulated.

 

 

EXAMPLE - EMOTIONAL DRIVERS

John wants to have more fun. He is

frustrated at being a miser like his father

all these years and wants to live a little. He

wants to sample the finer things in life and

join the golf club of his dreams.

 

EXAMPLE - STRUCTURAL CONTEXT

John is now in a senior position at his work

and there are expectations around the

types of clothes people wear and car they

drive. He wants to fit in. 
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STEP 5 - POLICIES & RULES

What specific rules, policies and processes

were in place that might have influenced

the actions and decisions? Write these in

the Policies box.

 

STEP 6 - CULTURAL CONTEXT

In the Cultural box, write down the social

and cultural influences that might have

influenced the decision. What were the

norms and common behaviours of the

people around the decision maker?

 

STEP 7 - PEOPLE DRIVERS

In the People box, consider who might be

the individuals who have significant

influence over this decision maker. What

influence might these people close to them

have?

EXAMPLE - POLICIES & RULES

There are safeguards in place, he has to

put superannuation away each pay so he

thinks it will mean he can splurge a little.

 

 

EXAMPLE - CULTURAL CONTEXT

John lives in Sydney and his whole street

is full of mansions and luxury cars. He sees

advertising for flashy watches and cars all

the time. When he flies for work, he always

wants to sit up the front, even if he pays.

 

EXAMPLE - PEOPLE DRIVERS

John's boss recently went on a golfing trip

to the USA and has been talking non-stop

about it. John also wants to impress his

wife with some luxuries after all these

years.

Now that we have completed the Perspective Chart, reflect on each box and then

reconsider the Point Of View statement in the middle of the page. You may still disagree

with the action or decision, but hopefully through this process you will have developed

a broader appreciation for the possible reasons behind the decision.

 

From here, we recommend two courses of action:

1. Check the Perspective

Ideally, you can use this chart to develop a list of questions you might be able to ask

the specific person, or others who have more information on the decision maker to build

a more accurate picture of the various perspectives. This chart serves as your initial

'best guess'. Confirming this provides even deeper clarity.

 

2. Influencing for Change

Based on your new understanding and validated perspective, consider what levers may

be most effective to influence change for future decisions. For example, in our case of

John the Adviser, setting new policies might not be enough. We may need to consider

the structural changes in the business, the team culture and the way in which we

recognise and reward behaviour of top performers to safeguard against these risks.
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L E T ' S  W O R K  T O G E T H E R
H e a r  f r o m  o u r  h a p p y  c l i e n t s . . .

“ T h o u g h t  i n s p i r i n g ,  p r o v o k i n g  a n d  i n t e r e s t i n g .  T o o k  y o u  t h r o u g h  t h e
e m o t i o n a l  j o u r n e y  o f  u s i n g  e m p a t h y  i n  y o u r  b u s i n e s s ”  
R o b b i e  C o o k e ,  C E O ,  T y r o  P a y m e n t s

" F a n t a s t i c  b o t h  i n  c o n t e n t  a n d  d e l i v e r y .  I  w a s  l o o k i n g  f o r  s o m e o n e  t o
o p e n  u p  o t h e r  w a y s  o f  a p p r o a c h i n g  l e a d e r s h i p  a n d  l o o k i n g  a t  o u r
b u s i n e s s  e n v i r o n m e n t  a n d  t h e y  d e l i v e r e d ! -  M i c h a e l a  F l a n a g a n ,  H e a d  o f
B r a n c h  O p e r a t i o n s ,  S w i s s  R e

" I  c a n  h o n e s t l y  s a y  i t  w a s  o n e  o f  t h e  b e s t  s e s s i o n s  I  h a v e  b e e n  a  p a r t  o f .
T h e  c o n t e n t  w a s  u n i q u e  &  v e r y  i n t e r a c t i v e .  I  h i g h l y  r e c o m m e n d  E m p a t h i c
C o n s u l t i n g  t o  b u i l d  e m p a t h y  &  u n d e r s t a n d i n g  t o  d r i v e  p e r f o r m a n c e . "  -
D a n i e l  M a r k o v s k i ,  G r o u p  S a l e s  M a n a g e r ,  N o v a

For more information on how Empathic Consulting
can support with specific programs and the key

steps to implementation, contact:
Daniel & Miranda Murray

daniel@empathicconsulting.com 
+61 418 920 412

miranda@empathicconsulting.com
+61 439 905 901

" T h e y  e n g a g e d  p e o p l e  w h o  I  d i d n ' t  t h i n k  w o u l d  e v e r  r e s p o n d ,  l e t  a l o n e
t a k e  a w a y  a c t i o n s .  P o s t  t h i s  s e s s i o n ,  I  o b s e r v e d  g e n u i n e  b e h a v i o u r
c h a n g e s  .  T h i s  w a s  o n e  o f  t h e  b e s t  t h i n g s  I  h a v e  d o n e  f o r  t h e  t e a m . "  -
R o c h e l l e  E l d r i d g e ,  E x e c u t i v e  M a n a g e r ,  C B A


