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ABSTRACT: Empathy is process of share and understand another person's feelings and emotions as if they 
were your own. Feeling empathy for a person helps to understand the reasons of that person's behaviors. Addi-
tionally, empathy increases the behavior of help. Because tourism is a sector in which people are both service 
provider and service users, the relationships among people are very significant. It is necessary for service pro-
viders to understand service users and to evaluate their complains and demands correctly. Thus, satisfaction of 
service user and therefore success of the facility can be verified. This is possible if sector workers are able to 
have empathy with the customers. The aim of the research is to determine empathic ability levels of students 
from Akdeniz University Vocational School of Social Sciences, Tourism and Travel Management and Tourism 
and Hotel Management, demographic features which affect this ability and to give suggestions to education 
providers and students according to evidinces. To this end, students these departments will be given a survey and 
datas from this surveys will be analyzed in SPSS package software. 
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Definition and Content of Empathy 
 

Concept of empathy, which is translated to 
English from Ancient Greek word "empathiea", 
entered into Turkish language from French "em-
pathie" word. Concept is the combination of 
"em" and "patheia" words in Ancient Greek. 
"em" means in, interior, inside in Latin, while 
"patheia", which comes from Greek "pathos" 
word, means emotion, pain, perception, telepa-
thy. According to these definitions, meaning of 
emphaty is "inner perception" or "getting into 
emotions". Therefore empathy, which corre-
sponds to "sympathy", "understanding" or "iso-
sensation", means to feel or understand motiva-
tion of one another person2s behaviors in a spe-
cific condition (Ağırman, 2006:24). According to 
a definition, empathy means to see by other peo-
ple's eyes, to hear by other people's ears, to feel 
by other people's hearts. It is process of correct 
understanding of opposite person's emotion, 
thought, perception and feelings by putting him-
self/herself into him/her condition and transfer-
ing this to him/her (Öz, 1998:32). It is also de-
fined as seeing or understanding of a circum-

stance from somebody else's persperctive (Con-
way ve Swift, 2000: 1395). If somebody wants to 
be empathic, it is necessary for him/her to entitle 
opposite person. Empathy is an element that 
determines success within bilateral relations and 
directs social relations (Öztürk, Koparan, Haşıl, 
Efe and Özkaya, 2004:20). 

First step of establishing empathy is listening. 
The person whom is established empathy must 
be listened by many channels; his/her thoughts, 
attitudes and emotions must be understood. Al-
though efficient listening makes easier to estab-
lish empathy, it is not enough alone. Under-
standing of attitudes and emotions are needed to 
be focused to establish empathy. Thus, it is pos-
sible to understand other person's perspective 
and emotions. Understanding opposite person's 
attitudes and emotions wrongly prevents to es-
tablish empathy. It is necessary to enter into op-
posite person's perspective and emotional condi-
tion, see circumstances with his/her eyes. Dura-
tion for putting yourself into other person's con-
dition needs to be enough but not short. It is also 
necessary for person who is trying to establish 
empathy to get back to his/her own perspective  
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and emotional condition. In the last step, oppo-
site person must be informed that his/her 
emoations and perspectives are understood. It is 
necessary to give some time for opposite person 
for him/her to understand and accept s/he is un-
derstood and to be sincere to him/her. Establish-
ing empathy is often a part of process of helping 
opposite person. In the process of helping, estab-
lishing trust is also as important as understand-
ing. Considering working relations, establishing 
empathy might increase person's contribution to 
environment as well as providing to help oppo-
site person. Personal relations are very effective 
in earning and sustaining positive healty behav-
ior and leaning empathic basis (Cevahir et al., 
2008:6). 

Empathic tendency forms emotional dimen-
sion of empathy and shows individual's potential 
to establish empathy (Cevahir, Çınar, Sözeri, 
Şahin and Kuğuoğlu, 2008:5). The aim of em-
pathy training is to improve people's ability to 
establish empathy, and to help to establish 
healthy interpersonal relations among individu-
als. Researchers developed various structured 
programs under the name of empathy training to 
realize this aim. These training programs mainly 
focus on developing emotional and cognitive 
abilities which contains empathic reaction. Ad-
ditionally, these trainings include cognitive ele-
ments like recognition, evaluation and naming of 
emotionas which are necessary to establish em-
pathy (Yüksel, 2004:344). 

Individuals, who successfully establish em-
pathy, those who can conceive other people's 
perspectives, are good listeners, can sense emo-
tions that can't be reflected, knows when and 
how much to talks and understands other people 
by putting themselves into their positions. It is 
obtained that social-economical level has mean-
ingful relationship with establishing empathy. It 
is stated that people who has very good ability to 
establish empathy come from families whose 
interpersonal relations are very close and older 
children are more capable of establishing empa-
thy than younger children in families with many 
children (Dökmen, 1987:190). 

 
Importance of Empathy in Tourism 
 

In today's competition conditions, finding 
technical solutions to customers' problems is not 
enough to get advantages in competition and to 
be preferable alone. Particularly in service facili-
ties, in which human factor has great importance, 
healthiness of the relations among employees 

and towards customers affect both interior and 
exterior customer satisfaction.  

Empathy is one of the key factors to establish 
intercultural healthy communication in service 
sector in which it is necessary to communicate 
with different people coming from differen na-
tions (Coleman, 1998:100). One of the 5 factors 
of SERVQUAL scale, which is used in measur-
ing service quality, is empathy and it is explained 
as recognition and understaing of consumers by 
bring attention to a focus on them (Akkılıç, 
2003:224). Subject of empathy should be used as 
a scale for performance evaluation of the em-
ployees in service facilities. Why empathy is 
very important in service facilities can be enu-
merated as: 

— Staff who communicates with customers 
directly in service facilities serve as an interface 
between facility and customer and represent fa-
cilitiy against sutomers.  

— In service facilities, face to face interac-
tion between service presenter and customer is 
present. 

— Because service is abstract and customer 
is a part of service itself, service operations are 
dynamic and has imporing quality.  

In a research, in which the effect of service 
welcomers' emotions on preferring the same 
facility again by customers in service facilities is 
exhibited, it is obtained that customer-staff rela-
tionship,  realism and smiling is important in this 
enviroment (Akoğlan Kozak and Nergis Güçlü, 
2008:44). Small facilities are more flexible with 
respect to big facilities in the sense of product 
and services because of absence of big and non-
sense bureaucracy. They can be fast enough to 
satisfy changing customer desires and needs and 
can adapt themselves to current conditions. Ac-
cording to this, it can be considered that it would 
be easier to perceive empathy for small facilities 
and employees working in thse facilities (Klemz 
and Boshoff, 2001: 76).  

Costa and his colleagues (2004) in their re-
search about significance of empathy in sporting 
tourism, they expressed that empathic ability is 
both important and necessity in service that is 
given in sporting tourism and staffs who work at 
this part of the tourism must be trained in the 
sense of empathy (Costa, Glinia and Dra-
kou,2004:339). 

Costa and Glinia (2003) depicted that tourists 
in accomodation facilities are very sensitive 
about cultural differences and staffs, particularly 
animators, who promise entertainment and moti-
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vation, in these facilities must be well trained 
about empathy (Costa and Glinia, 2003:288). 

 
Aim and Importance of the Research 

 
This research is performed to express signifi-

cance of empathy in tourism sector, to determine 
empathic skill levels of students in Tourism and 
Travel Management, and Tourism and Accomo-
dation Management programs in Social Sciences 
Profession College in Mediterranean University 
and effect of demographic features on this skill 
and to give suggestions to academicians and 
students as a results of outcomes. Interpersonal 
relations are very important in tourism sector 
because service provider and receiver are both 
human. At this point, the importance of empathy 
appears. In liteature search, it is observed that 
number of researches on tourism sector is very 

high. In this sense, this research come into 
prominence. 

 
Work Space and Sample Frame 

 
Workspace of the research is the students in 

Tourism programs in Social Sciences Colleges in 
Turkey. As samples, students in Tourism and 
Travel Management, and Tourism and Accomo-
dation Management programs in Social Sciences 
Profession College in Mediterranean University 
are selected. The reason of selecting this sample 
frame is time deficiency because this research is 
performed during final exams before summer 
holiday. Total number of students is 573. 261 
surveys were completed after respond duration. 
16 surveys cancelled because of wrong answer-
ing and 245 surveys are analyzed. Detailed in-
formation about sample has been shown in table 
1.  

 
Table-1: Population of Sample 

 
  1. Class 2. Class 

Divisions N n % N n % 
Travel Management 100 3 0.03 60 31 0.52 
Travel Management (evening) 71 49 0.69 51 31 0.61 
Hotel Management 79 52 0.66 76 18 0.24 
Hotel Management (evening) 73 47 0.64 63 14 0.22 

Total 323 151   250 94   
 

Data Collection and Analysis Techniques 
 

In this research, survey method was chosen 
to collect detailed information about target audi-
ence as data collection method. The survey, 
which is prepared for this research, has two sec-
tions. Empathical Tendency Scale in first section 
was developed by Dökmen (1987) who has many 
research on empathy and clash. Dökmen devel-
oped this scale from theoretical basis of his Pro-
gressive Empathic Sorting Model. Empathical 
Tendency Scale is a type of Likert scale and has 
20 questions that are graded 1 to 5. Questions 3, 
6, 7, 8, 11, 12, 13 and 15 are graded opposite 
way. If grades increase, empathic tendency in-
creases and vice versa (Tutarel Kışlak and 
Çabukça, 2002). Minimum grade that can be 
measured from this scale is 20 while maimum 
grade is 100 (Öz, 1998:35). In the second sec-
tion, there are demographic questions. Data col-
lected from surveys are analyzed by SPSS 14.0 
Windows package software. Frequency analysis 
of demographic features like gender, age, educa-
tional background, that whether graduated col-

lege is tourism related or not, family status, sib-
ling status are presented. Cronbach's Alpha value 
is calculated as 0.728, when reliability analysis is 
applied to 20 expression that determine Empathi-
cal Tendency Level. The most common inherent 
reliability index which is used for question 
groups is Cronbach's Alpha. In this value is 
higher than 0,7, scale has inherent consistency. It 
means that scale is reliable (Bayram, 2004:127). 
Considering this statement, it can be said that 
expression are reliable.   

 
Hypothesises of Research 

 
The hypothesises that are being examined by 

using One Way Anova Test,  are as follows:  
Hypothesis-1: There is a significant rela-

tionship between students’ Empathical Tendency 
Levels and sexualities.  

Hypothesis-2: There is a significant rela-
tionship between students’ Empathical Tendency 
Levels and status of families.  
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Hypothesis-3: There is a significant rela-
tionship between students’ Empathical Tendency 
Levels and number of siblings.  

Hypothesis-4: There is a significant rela-
tionship between students’ Empathical Tendency 
Levels and status of livings.  

Hypothesis-5: There is a significant rela-
tionship between students’ Empathical Tendency 
Levels and job experiences.  

 
Demographical Results  

 
Datas from 245 surveys have been uploaded 

to SPSS 14.0. Demographical results have been 

summarized by using frequency tables. Accord-
ing to survey results, male students are %59 and 
female students are %41. %80 of all students’ 
parents are alive and live together. Only 1 stu-
dent’s both parents are passed away. %53 of all 
students have 1 sibling, %25 of them have 2 
siblings and %10 of them have no sibling. Only 9 
students have less than 1 year experience in 
tourism sector and %36 of them have 4 or 5 
years experiencex. Detailed information are 
shown in following tables:  
 

 
Table-2: Sexualities 

 n % 
Male 101 41.2 
Female 144 58.8 
Total 245 100 

Table-3: Status of Families 
 n % 
Both parents are alive and together 195 79.6 
Both parents are alive and seperated 34 13.9 
Only mother is passed away 2 .8 
Only father is passed away 13 5.3 
Both parents are passed away 1 .4 
Totel 245 100 

Table-4: Number of Siblings 
 n % 
No Siblings 25 10.2 
Has 1 sibling 129 52.7 
Has 2 siblings 62 25.3 
Has 3 and more siblings 29 11.8 
Total 245 100 

Table-5: Status of Living 
 n % 
Living at dormitory 27 11.0 
Living at home with friends 85 34.7 
Living at hotel/pension 6 2.4 
Living at home with family/relatives 114 46.5 
Other (living alone) 13 5.3 
Total 245 100 

Table-6: Job Experiences in Tourism Sector 
 n % 
Less than 1 year 9 3.7 
1-3 years 104 42.4 
4-5 years 88 35.9 
6-7 years 31 12.7 
8-9 years 8 3.3 
10 years and more 5 2.9 
Total 245 100 

 
Empathical Tendency Level Points and 

Hypothesis Tests 
 

Empathical Tendency Level Points of students 
are between 29 and 87. These points have been 
categorized as low (29-49), average (50-69) and  
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high (70-87). Average empathy tendency level 
point of all students was found as 67.8735 One 
way anova test results to investigate the relation-

ship between Empathical Tendency Levels and 
demographical characteristics have shown in 
following tables: 

 
Table-7: One Way Anova Test Results of Hypothesis 

 
 

Variance Resource 
Sum of 
Squares df 

Mean 
Square F Sig. 

 Between Groups 8.635 41 .211 .843 .738 
Sexuality Within Groups 50.728 203 .250   
 Total 59.363 244    
 

Variance Resource 
Sum of 
Squares df 

Mean 
Square F Sig. 

 Between Groups 18.333 41 .447 .699 .914 
Family Within Groups 129.887 203 .640   
 Total 148.220 244    
 

Variance Resource 
Sum of 
Squares df 

Mean 
Square F Sig. 

 Between Groups 25.327 41 .618 .890 .662 
Sibling Within Groups 140.836 203 .694   
 Total 166.163 244    
 

Variance Resource 
Sum of 
Squares df 

Mean 
Square F Sig. 

 Between Groups 55.359 41 1.350 .903 .642 
Living Within Groups 303.637 203 1.496   
 Total 358.996 244    
 

Variance Resource 
Sum of 
Squares df 

Mean 
Square F Sig. 

 Between Groups 1.169 41 .029 .687 .923 
Experience Within Groups 8.423 203 .041   
 Total 9.592 244    

 
Sig. values have been found as 0.738, 0.914, 

0.662, 0.642 and 0.923 so each 5 hypothesis 
should have been rejected. The results verify the 
literature. Some researches have been made to 
find which factors are effective on empathy and 
according to those researches, different results 
have been found about relationship between 
sexuality and empathy. Mostly, females have 
higher Empathcal Tendency Level than males 
but some researches showed the opposite. For 
example, in one research female students had 
higher empathy points but in another research 
male students had high scores. That’s why, re-
searchers say that there is not a significant rela-
tionship between sexuality and empa-
thy(Dökmen, 1987:190).  In another research 
which have been made on people from 3 differ-
ent occupations, females’ scores are higher than 
males but according to analysis the score are not 
significant statistically (Bayam, Şimşek ve Dil-
baz, 1995:207).  
 
 
 

Conclusions and Suggestions 
 

Empathic tendency is defined as individual's 
potential of establishing empathic in daily life. 
Empathic tendency forms emotional dimension 
of empathy and it is inborn personal characteris-
tics. Attitude development and personal altera-
tion are needed more than an ability or cognitive 
development for empathic tendency. Because of 
this features, it is very difficult to be chenged and 
long term training is necessary to be able to it. It 
is known that many different and various train-
ings are necessary to improve empathic ability. 
In several researches, it is obtained that empathic 
abilities helps to understand individual differ-
ences between human and working profession 
members, and that there is a relationship between 
personal characteristics and cognitive and emo-
tional empathy. In another reserach, it is desig-
nated that professionals who communicate with 
people directly and was able to take opposite 
person's role in their profession trainings have 
higher empathic abilities compared to others (Öz 
1998:34). 
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In this research, empathic tendencies of stu-
dents in Tourism and Travel Management, and 
Tourism and Accomodation Management pro-
grams in Social Sciences Profession College in 
Mediterranean University are measured and their 
relationship with demographic fatures are ana-
lyzed. According to obtained results, students 
have medium level empathic tendency and em-
pathic tendency does not have meaningful rela-
tion with variables like age, family status and 
experience in sector.  

It is suggested that academicians should use 
training techniques that can earn empathic ap-
proach and effective communication ability in 
the area of theory and application to students in 
classes where occupational applications and re-
sponsibilities are dense. That determination of 
empathic tendency and ability level of students 
are determined in the first their year, paying at-
tention subject of empathy in the content of edu-
cation-teaching, organizing training programs 
focusing on improving of empathic ability will 
help students to improve their empathic abilities. 
It could be very beneficial to include course, 
named as improvement of empathic communica-
tion ability, in which different educational tech-
niques like psychodrama, rol taking, rol and 
model are used, to content of profession colleges 
that try to educate high quality workers to service 
sector.  
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