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Abstra ct : The relat ion ship betwe e n empath y and Corpo rate Social Respo nsibi l ity (CSR ) in the financ ial sect o r 

remains under ex p lore d , altho ug h it is becom ing incre a singly relev a nt amid growing pressu re s for sustaina ble  and 

proso c ial organizat io nal pract ic e s. This study aims to analy se mana g er s’ perce p tio ns and expe rie n ce s rega r d i n g  

the importa nc e of empathy in decision -m a kin g relate d to CSR in financ ia l institu tio ns . The theoret ic al frame w o r k  

addre sse s the conc e pts of empa thy , its appl ic at ion within organizat ion s, and its influe nc e on decision -m ak in g, as 

well as the founda tio n s of CSR. This is a qual i tat iv e, interp ret iv ist study cond uc te d with mana ge rs in the finan c i a l  

sector who hold leade rs hip posit io ns and direc tly influe nc e CSR -re late d decision s. Data were colle c ted thro u g h  

semi- str uc ture d interv iew s and analy sis of public insti tut ion al docum e nts. The data were transc rib e d with the 

suppo rt of Microso ft Team s and analy se d using conte nt analy sis techniq u es , supporte d by Atlas. TI software .  The 

findin gs indica te that empath y plays a signif ic an t role in the formulat ion and imple m e n tat ion of CSR, contrib u t i n g  

to the balan c e betwe e n financ ial object iv es and socio -e n viro nm e ntal impac ts. Orga niza tio na l pract ic e s such as 

trainin g and inclusiv e policie s were found to foster the incorp ora tio n of empath y , enhan cin g the effec tiv e n ess of  

CSR initiat iv e s. Howev e r, challe n ge s such as short -te rm perfo rm a nc e pressu re s and cultura l barrie rs still limit it s  

appl ic at io n. The study conc lud e s that empathy repres en ts a compe ti t iv e adva nta ge , streng the nin g empl o y e e  

enga ge m en t , organ izat ion al reputat io n, and the crea tio n of sustain ab le value .  

 

Keywords: Empathy. Corporate Social Responsibility. Financial Institutions. 

 
 

Resumo: : A relaç ã o ent re empa tia e Respo n sa bi lid a de Social Corp or at iva (RSC ) no setor finan c ei r o ainda é pou c o  

explor a da , embo ra se torne cada vez mais releva nte diante das pressõ e s por prát ica s organiz a c ion ais susten táv e is e 

pró-so cia is. Este estud o tem como obj et iv o anal isa r as perc e pç õ es e expe riê n cia s de gestor e s sobre a importâ n c i a  

da empat ia na tomad a de decisõ e s relac ion a da s à RSC em instituiç õ e s finan ce i ra s. O refe re n cia l teórico abord a os 

conc ei to s de empa tia , sua aplic a ç ão nas organiz a ç õ es e sua influê n c ia na tomad a de decisã o , bem como os 

funda m e nto s da RSC. Trata- se de uma pesquisa qual i tat iva , de abord ag e m inter pr eta tiv ista , realiz a d a com gest o r e s 

do setor finan c ei r o que ocup a m posiç õ es de lidera n ç a e influe n cia m diretam en te decisõe s relac ion a da s à RSC . A 

coleta de dados ocorre u por meio de entre v ista s semie st ru tur ad a s e análise de docum en tos públic o s das insti tuiç õ e s . 

Os dado s fora m transc ri tos com auxí lio do Micr os oft Team s e analis ad o s por meio da técnic a de anál ise de conte ú d o , 
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com apoio do softw ar e Atlas .T I. Os resul tad o s indica m que a empa tia exer c e papel releva n te na form ula ç ão e 

imple m e nta ç ã o da RSC, contrib uin do para o equi líb rio entre objet iv os financ e i ro s e impac tos socioa m bie nt a i s . 

Obse r vo u- se que prátic a s organ iz ac io na is, como treina m e nto s e polí tic a s inclusiv a s, favor ec e m a incorp or aç ã o  da 

empat ia , tornan d o as inicia tiv a s de RSC mais efica ze s. Contud o, desafio s como pressõe s por resul ta do s de curt o  

praz o e barrei r a s cultur ais ainda limita m sua aplic a ç ão . Conc lui - se que a empat ia repre se nta um difere n c i a l  

compe t it ivo , forta le ce n d o o enga ja m e nto dos colabo ra d or e s, a reputa çã o organiz a c ion al e a geraç ã o de valo r  

susten tá ve l . 

 

Palavras-chave: Empatia. Responsabilidade Social Corporativa. Instituições Financeiras.  

 
 
Resum e n : La relació n entre la empat ía y la Resp on sa bi lid ad Social Corpo rat iv a (RSC ) en el secto r financ ie ro aún 

es poco explora d a, aunqu e se vuelv e cada vez más releva nte ante las crec ie nte s presio n es por práct i c a s 

organiza cio n ale s sostenib les y prosoc iale s. Este estudio tiene como objetiv o anal iza r las perce p cio ne s y 

expe rie nc ia s de los direc tiv o s sobre la impo rta n cia de la empat ía en la toma de decision e s relac ion ad a s con la RSC 

en insti tuc ion e s finan cie ra s. El marc o teórico aborda los conce p tos de empat ía , su apl ica ció n en las organ izac i o n e s 

y su influe n cia en la toma de decision e s, así como los fundam e nto s de la RSC. Se trata de una investig a c i ó n  

cuali tat iv a, de enfoq ue interpre tat ivista , real izad a con direc tiv o s del sector financ ie ro que ocupa n cargo s de 

lidera zgo y que influy e n direc tam e nte en las decision e s relacio na da s con la RSC. La recole c c ión de datos se l lev ó  

a cabo media nte entrev istas semie struc tur ad as y el anál isis  de docum e ntos públ ic os de las institu cio n e s. Los dato s 

fuero n transc ri to s con el apoy o de Microso ft Team s y analiz ad os media nte la técnic a de anál isis de conte nid o , con 

el soporte del softwa re Atlas. TI. Los resulta do s indica n que la empat ía desem pe ñ a un papel relev a nte en la 

formula ció n e imple m e nta ció n de la RSC, contrib uy e n do al equil ib rio entre los objetiv o s financ ie ros y los impa c t o s 

socio am bie nta les . Se obse rv ó que práct ic as organ izac ion ale s como capac i tac ion e s y polít ic as inclu siv a s favor e c e n  

la incorpo ra ció n de la empatía , hacie nd o que las iniciat iva s de RSC sean más efect iv as . No obstan te, desaf ío s com o  

las presio n e s por resulta d os a corto plazo y las barre ra s cultu rale s aún limi tan su aplica ció n. Se conclu y e que la 

empat ía repre se n ta una ventaja comp et i tiv a , fortalec ie nd o el comp ro m iso de los colabo ra do re s, la reputa c i ó n  

organiza cio n al y la gene ra ció n de valor soste nible . 

 

Palabras clave: Empatía. Responsabilidad Social Corporativa. Instituciones Financieras. 

 

 

Introduction 
 

The concept of social responsibi li ty and empathy in the financial sector has gaine d 
prominence considering increasing pressures for corporate sustainabili ty (Burch et al., 2016 ;  
Chourou et al., 2021; Du et al., 2023; Villamor & Wallace, 2024). This study investigates the 

relations hip between empathy and Corporate Social Responsibil ity (CSR ), analysing how 
empathetic managers influence organizational decisions. In this context, the resear ch problem is 

defined as follows: how does empathy, as perceived and exper ienced by managers, influence the 
promotion and effect iveness of Corporate Social Respons ibil ity pract ices in financ ia l  
institutions? 

By posit ioning empathy as a link between human values and corporate decision-mak in g , 
this study examines the relat ionship between prosocial behaviors and also provides insights into 

how empathet ic managers can influence organizational culture, promoting greater integrat i o n 
with Corporate Social Responsibil ity (CSR ). Although research on empathy emerged in the 
1950s and 1960s (Tobolski & Kerr, 1952), it was from the 2000s onward, with the grow i n g 

interest in emotional intelligence, that the topic gained greater relevance across various fie lds  
(Burch et al., 2016, p. 171). 

As noted by Chourou et al. (2021) , empathy is positively associated with overal l CSR , 
standing out as a predictor of prosocial and pro-environmental behaviors. 
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The concept of empathy has evolved, but in the business environment, it is wid e ly 
recogniz ed as the process of feeling or understanding the emotions of other s. It is also an 
effective component of social interactions and holds signif icant relevance for organizatio n a l  

functioning, compris ing both affective and cognitive elements (Bur ch et al., 2016; Decety & 
Jackson, 2004; Decety & Meyer, 2008). Empathy facil itates effective interact ions with the 

environm ent, posit ively influencing coope ration, mutual assistance, and the construction of 
beneficial relations hips (Carminati, 2021; Preston, 2013) . For others , empathy contribute s to the 
psychologic al safety necessary for open information exchange, prom oting colla boration and 

constructive cooperation (Meyer et al., 2016; Scott et al., 2010). The processing of mora l  
decis ions is influenced by the interaction between cognit ive and emotional systems, in whic h 

empathy plays an impor tant role (Tan et al., 2023). 
The competit iveness and complexity of global markets require balanced strategic decisio n s , 

leading organizations to reconsider empathy as an essential factor for organizat ional succ e s s  

(Ran et al., 2021). Previously neglected, empathy is now recognized as a fundamental skill for 
understanding and sharing experiences, even indirec tly (Decety & Cowell, 2014). 

Empathy influences various organ izat ional levels, from individual to colle ctive (Burch et 
al., 2016) , making its invest igation essential for evaluating and improving CSR strategies. This  
enables the identificat ion of challenges and opportunities in the implementation of sustaina b l e 

pract ices, considering cultural and social differences (Vil lam or & Wallace, 2024) . 
CSR is guided by values, yet there are still gaps regarding which types of values and how 

they shape relationships among stakeholders (Villamor & Wallace, 2024). Studies indicate  tha t 
the effect ive implem entat ion of CSR can generate tangible benefits for corporate value and 
image (Ribeiro & Sampaio, 2023; He & Kim, 2021; Silveira & Petrini, 2018). 

Empathy is fundamental for balancing economic, social, and environmental interests i n 
corporate decis ion -making. Invest igating its influence on CSR can generate insights for more 
sustainable strategies and help companies overcome barriers within organiz ational culture. This  

study seeks to contribute both to academic literature and to the adoption of more ethical and 
sustainable business pract ices aligned with contemporary demands. 

The study aims to contribute to academ ic literature and to the adoption of more ethical and 
sustainable busine ss practices. Its objective is to analyse how empathy, as perceived and 
experienced by mana gers, influences the prom otion of CSR in financial institut ions. 

 

Theoretical Elem ents of the Research  

 

Conceptu alization of Emp athy 
 

Empathy is a multidimensional capac ity involving cognitive and affect ive compone n ts , 

enabling individuals to understand and respond to other s’ emotions (Burch et al., 2016; Dece t y 
& Meyer, 2008). Beyond emotional understanding, it can motivate prosocial ac tions, making it 
relevant in organizational contexts. 

Original ly associated with the concept of Einfühlung , empathy has evolved into a const ru c t 
widely used in organizational studies, defined as a process involving the percepti o n , 

understanding, and respon se to other s’ emotions (Riess , 2017). 
In the corporate environment, empathy contributes to more effect ive interpe rs o n a l 

relations hips, cooperation, and trust-building, directly influencing organizational practices and 

strategic decision -making. 
Empathy plays a critical interpersonal and social role, enabling the sharing of exper ien c e s , 
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needs, and desires among individuals and providing an emotional bridge that prom otes prosoc ia l  
behavior (Burc h et al., 2016; Chourou et al., 2021; Du et al., 2023; Villamor & Wallace, 2024 ) . 
This capacity requires a refined interact ion of neural networks and allows individuals to perce i v e 

other s’ emotions, resona te with them emotionally and cognitively, understand othe r s ’  
perspect ives, and distinguis h between their own emotion s and thos e of others (Riess, 2017). 

The concept of empathy has consistently maintained at its core the idea of understan d in g 
and sharing another person’s feelings. It involves both cognit ive components — understand i n g 
what another person is feeling — and emotional components— feeling along with that pers o n —

being widely discussed in the literature (Sampaio, Camino, & Roazzi , 2009; Decety & Lamm , 
2006). 

The concept of empathy originated with Rober t Vischer (1873) in the field of aesthet ic s , 
from the German term Einfühlung , meaning “feeling into.” Edward Bradford Titchene r (1909 )  
translated it into English as “empathy,” describing the ability to feel what another person feels 

(Mallgrave & Ikonomou, 1994; Stueber, 2006). 
According to Riess (2017), empathy is a compl ex abili ty that enables individuals to 

understand and feel other s’ emotional states, result ing in compassionate behavior . It require s  
cognit ive, emotional , behavioral, and moral capacities to understand and respond to othe r s ’  
suffering. Authors such as Eisenberg (1987) highlight the affect ive -cognitive-motivatio n a l  

dimension of empathy, which includes compa ssion and prosocial concern as fundamen ta l  
components of compassionate empathy. 

The response goes beyond comm unicating engagem ent in the empathic process ; it invo lv e s 
being compelled to act in ways that resonate with others, referred to as compassiona te empa t h y 
or empathic concern (Zaki, 2020 apud Dolamore et al., 2021) 1. 

Paul Ekman (2004) descr ibes compassionate empathy as the ability not only to unde rs ta n d 
and share another person’s feelings but also to be motivated to help effectively. In anoth e r  
contr ibution, Ekman (2017) emphasizes that while cognit ive and emotional empathy are 

important , compassionate empathy is crucial for promoting altruistic action s and genuin e l y 
helping those in need. 

Currently, empathy is understood as a multifaceted skill involving the ability to perce iv e , 
understand, and appropriately respond to other s’ feelings and emotional needs. Burch et al. 
(2016) argue that empathy is a complex ability encompassing both cognit ive and emotio n a l  

components. 
The contemporary definition of empathy, as show n in studies such as Burch et al. (2016), is 

the ability to recognize, understand, and share another person’s feelings, including cognit i v e 
components such as understanding and emotional components such as sharing, often associa t e d 
with motivation to act compassionately (Burch et al., 2016; Lourenço et al., 2022) .  

Based on these authors , empathy is understood in this article as “a mental proces s (affec t iv e 
and cognitive) that (1) involves feeling or know ing others’ emotions and (2) motivates prosoc ia l  

behavioral actions (Derksen, Bensing, & Lagro -Janssen, 2013; Soares, 2006; Zaki, 2014) (3) 
based on the social and organizat ional context” (Burch et al., 2016, p. 172). Recent studie s , 
including Burch et al. (2016); Decety & Jackson (2004); Decety & Meyer (2008); Dziobek et al. 

(2008); Villam or & Wallace (2024); Lourenço et al. (2022) genera lly divide empathy into thre e 
main dimensions: (1) cognitiv e empathy, (2) emotional or affect ive empathy, and (3) motivat i o n 

                                        
1 Zaki, J. (2020). A guerra pela bondade: Construindo empatia em um mundo fraturado (edição ilustrada). Nova 

York: Broadway Books  
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for prosocial actions based on the social and organizat ional context. This highlights the 
importance of empathy, for instance, in Corporate Social Responsibil ity (CSR ) actions.  

Recent investigations indicate that individuals are more likely to learn or improve cognit iv e 

empathy, while affective empathy tends to remain more stable and resembles a trait - like proc e s s  
(Burch et al., 2016, p. 174). Recent studies (Clark et al., 2019; Tang et al., 2021; Dolamore et 

al., 2021; Lajante et al., 2023; Andrade, 2024; Kaiser, 2024) suggest that empathic concern acts 
as an altruistic, rather than egoistic, motivator for helping others in costly helping situatio n s . 
Empathizing with other s also resul ts in the sharing of similar emotions. 

Studies (Hoffman, 2000; Goleman, 1995; Baron -Cohen, 2011; Eisenberg, 1987) show tha t 
these dimensions do not operate in isolat ion but interact to provide a broader understanding of 

empathy and its interpers onal implicat ions. 
The developm ent of effective interpersonal relationships is essential for individual grow th 

and collective well-being. Villamor and Wallace (2024) highlight the importance of CSR in the 

fores try sector for sustainable developm ent, going beyond legal compliance by integrat i n g 
environm ental and social concerns into business operations. 

In another socia l context, the study by Lourenço, Silva, and Oliveira (2022) analyses how 
empathy influenced social responsibil ity pract ices in a Brazilian univers ity during the COV ID -
19 pandemic. They emphasize that “empathy plays a fundamental role in university socia l  

responsibili ty , promoting actions that benefit the comm unity and strengthen social bonds ” 
(Lourenço et al., 2022, p. 810). 

The integrat ion of empathy into orga nizational practices foste rs an inclusive and 
collaborative environment, prom oting sustainable development and providing companies with a 
competitive advantage (Villam or & Wallace, 2024). Empathy and CSR are interconnec t e d 

concepts that drive social well -being and organizat ional success. 
 

Empathy in Organization s 
 

 People tend to feel empathy toward organiz ations when they perceive them through their  

members or as a human group (Tang & Gray, 2021). This effect is mediate d by 
anthropom orphism ; that is, the more human an organizat ion appears, the greater the empathy it 
elicits. 

Incre asing complexity requires leaders to make organizations more agile in order to rema in 
competitive (Linvill & Onosu, 2023) . In this context , human connection between companie s , 

custom ers, and employees becomes essential (Andrade, 2023) . As highlighted by Clark et al. 
(2019), daily work is inherently social, requiring an understanding of mental state s, sha re d 
affective experiences, and empathy. 

Dolamore et al. (2021) emphasize that empathy should be a mindset embedded in 
organiza tional communic ation, encompas sing cognit ive, affective, and compassion a t e 

dimensions. Andrade (2023) reinforces that, beyond being a value, empathy is an essent ia l  
strategy that goes beyond tradi tional approaches. Ahsan (2023) points out that empathetic leade rs  
foster cooperat ion by actively listening and responding to stakeholders’ concerns. Clark et al. 

(2019) note that understanding empa thy enhances prosocial behaviors and organizatio n a l  
effectiveness . 

Wiseman (2022) highlights that empathy is not merely a developm ental skill but an essenti a l 
profes sional requirement, considered crucial by 84% of CEOs for improving custom er servi c e 
experience. Clark, Robertson, and Young (2019) argue that how organizat ions pres e n t  

themselves influences the empathy they receive, especially when they value their membe r s . 
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Dolamore et al. (2021) stress that empathy enhances organizational interact ions, enabling more 
human-centered responses in times of crisis . 

Although empathy is valued by organizations, there is still no consensus on its defini t io n , 

measurement, and application in organizational research (Clark et al., 2019). Lajante et al. (2023 )  
point out the lack of studies on empathy training in sectors suc h as services and business. Tang 

and Gray (2021) suggest that framing organizations as groups rather than as single entit ie s  
increases empathy, drawing on research showing greater concern for individuals than for grou ps  
(Slovic, 2007; Small & Loewenstein, 2003) and a greater willingness to help when there is an 

identifiable beneficiary (Kogut & Ritov, 2005). Thus, empathy can strengthen organizatio n a l  
interactions by facili tating communicat ion and shaping perceptions of corporate respon s e s  

(Dolamore et al., 2021). 
Burch et al. (2016) developed a mult ilevel model to understand empathy in the 

organiza tional context, structuring its influe nce from the individual level to the organizatio n a l  

level . In addition to reviewing the literature, the model provides a foundation for research and 
managem ent, supporting the application of empathy to strengthen interact ions and drive busin e s s  

success. By integrating five levels of analysis, the authors pioneered a framew ork for futur e 
research. 

 

Empathy and Decision Makin g 
 

 Empathy facilitates effect ive interactions (Carminati , 2021), influences moral decisio n -
making through cognit ive and emotional systems (Tan et al., 2023), and prom otes cooperat i o n 

and mutual assistance (Preston, 2013). Addit ionally, it creates psychologica l safety for ope n 
information exchange (Meyer et al., 2016) and strengthens constructive cooperat ion by enabli n g 
the recognition of others’ emotions (Scott et al., 2010). 

According to Ran et al. (2021), corporat ions excel at quanti tative analys is but rarel y pay 
attention to the behavioral elements of organizational success. One of the fundamental skills for 

navigat ing this environment is empathy — the abili ty to share and understand others’ experien c e s  
indirectly (Decety & Cowell, 2014). In busines s and manag ement literature, empathy has gain e d 
increasing importance as a central element of leaders hip, improving marketing strategie s , 

corporate philanthropy, foster ing organizat ional connectivity , and serving as a strate gy to 
prevent managerial error s (Ohreen, 2022). 

Xiao (2021) highlights the influence of decision -makers’ behavioral preferences on soc ia l 
activit ies. Pohling et al. (2016) emphasize that cognit ive empathy broadens awarenes s and 
strengthens moral cognition. Ohreen (2022) defines empathy as the imaginat ive identif icat i o n 

with othe rs’ thoughts and emotions, fostering orga nizational connections and a more ethic a l  
business environment, while also quest ioning whether perspective - taking alone is sufficient as a 

managem ent tool. 
For other authors, empathy can be a power ful tool to prom ote pros ocial behavior, impro v e 

the organizat ional environm ent, and enhance social cohes ion (Muller et al., 2014; Ohreen, 2022 ;  

Pohling et al., 2016; Ran et al., 2021; Xiao et al., 2021) . Ran et al. (2021) argue that emotio n a l  
intell igence, including empathy, contributes to more ethical and people -centered decisio n s , 

strengthening organizat ional culture. Pohling et al. (2016) highlight that affective empat h y , 
combine d with personal values, is essential for ethical competence, influe ncing decis ion -mak i n g 
and the prom otion of fairer organizational pract ices. 

Zhang, Yu, and Mai (2020) analyzed the impact of emotion and empathy on proso c i a l 
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decis ion-making, concluding that sadness increa ses the will ingness to help more than ange r . 
Furthermore, individuals with high levels of empathy demonstrated a greater propensi ty for 
prosocial behavior, identifying these factors as key motivators. 

Muller, Pfarrer , and Little (2014) propose the theory of collective empathy, emphasizing its 
role in corporate philanthropy. They argue that collect ive empathy drives donations and 

prosocial behaviors, strengthening a culture of social respons ibil ity within orga nizatio n s . 
Cameron et al. (2019) reinforce this perspective by show ing that empathy influences decisi o ns  
in social networks, prom oting cooperat ion and inclusion. 

Nasello et al. (2023) examine the relationship between empathy and moral decision -mak in g , 
drawing on Decety and Cowell (2014) to divide empathy into three domains: affective shari n g , 

empathic concern, and perspective - taking. They highlight that affective empa thy influen c e s  
attention and decisions, especial ly in relation to identifiable individuals. People with high 
affective empathy experience more intense emotions and tend to avoid cost–benefit analys e s , 

whereas those with lower empathy rely more on cognitive reasoning. 
Ohreen (2022) identifies empathy as a management tool capable of impro v in g 

organiza tional performance, customer satisfact ion, and workplace collaborat ion. However, he 
cautions against overuse or excess ive reliance on empathy, emphasizing the need for a balan c e d 
approach. Similarly, Khalid and Dickert (2022) offer a critical perspect ive, arguing that empa t h y 

can be biased and may favor individuals within the “in-group,” potentia l ly reinforcing socia l  
divisions and prejudice. 

Decety (2021) highlights empathy as a central aspect of human nature and a motivator for 
concern for other s, while also emphasizing its complexity. Although it drives prosocial behavio r , 
it may not be a reliable guide for moral decision -making, as it is influenced by social conte x ts  

and cognitive biases, often favoring certain groups over principles of justice. 
Some authors (Batson, 1991; Eisenberg et al., 1987; Decety & Jackson, 2004; Decety & 

Meyer, 2008) argue that cognitive empathy can be developed, enabling perspective -tak i n g 

beyond emotional connections with the “in-group.” This ability broadens understanding of the 
“out-group,” helping to overcome prejudice and promote inclusion. The debate between schola r s  

who view empathy as beneficial and those who critique it is grounded in differing perspecti ve s  
on its limitations and its impact on socia l inclusion and moral decision -making. 

 

Corporate Social Resp onsibility Managem ent 
 

The articulat ion between the pillars of the Triple Bottom Line (TBL) econom ic, social, and 
environm ental and the foundations of Corporate Social Responsibi li ty (CSR) can be furth e r  
developed through a more integrated theoret ical approach, grounded in both classical and  

contem porary authors in the field. The concept of TBL, proposed by John Elkington, expa n ds  
the tradi tional logic of organizat ional perform anc e by incorporating social and environmen ta l  

dimensions into econom ic evaluat ion, moving beyond a purely financial view of value creati o n . 
In this sense, CSR, as discuss ed by Archie B. Carrol l, provide s a normative framew ork tha t 
organize s corporate responsibil ities into economic, legal, ethical, and philanthropic leve l s , 

allowing for a complem entary interpretation alongside TBL. 
The integration of these two approaches can be understood through stakeholder the ory , 

developed by R. Edward Freem an, which argues that organizations must consider the intere s ts  
of all parties affected by their activit ies. From this perspe ctive , the economic pillar is no long e r  
viewed solely as profit generation but also encompass es the creation of shared value, a conc e p t  

later developed by Michael E. Porter and Mark R. Kramer. These authors argue that socia l l y  
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responsible pract ices can generate sustainable competit ive advantages by aligning financ ia l  
performance with posit ive social impact. 

Regarding the social pillar, CSR manifests in the promotion of equity, inclusion, and well -

being, both within organizations and in their relationships with communit ies. In this conte x t , 
empathy emerges as a guiding principle for institutional relationships , foster ing trust and 

organiza tional legit imacy. Authors such as Amar tya Sen contribute by emphasizing tha t 
development should be evaluated not only through economic indicators but also through the 
expansion of human capabil it ies, reinforcing the central ity of the social pillar in busin e s s  

strategy. 
The environmental pillar , as discuss ed by Paul Hawken, requires organizat ions to interna l iz e 

the ecological impacts of their operations by adopting practices such as cleaner producti o n , 
circular econom y, and sustainable innovation. In this context, CSR functions as a governa n c e 
mechanism that guides the incorporation of these pract ices into corporate strategy, promo ti n g 

not only regulatory compliance but also competitive differentiation. 
Thus, the articulation between TBL and CSR should not be treated as a mere concept u a l 

overlap, but rather as an integrated management system oriented toward sustainable valu e 
creation. Within this framework, empathy acts as a transvers al element that connects stakehold e r  
interests to organizational decision -m aking, strengthening the alignment between ethics and 

strategy. This logical chain highlights that economic, social, and environ m ental gains are not 
mutually exclusive, but interde pendent , forming the basis for long - term organizatio n a l  

sustainabil ity. 
CSR is a form of self-regulation integrated into the business model , aimed at contribu tin g 

to social purposes. Aloui and Jebsi (2022) highlight that, historical ly , CSR has been a strate g i c 

focus, especial ly for large companies, seeking to align economic object ives with the needs of the 
comm unities in which they operate. The term “corporate ” rather than “business” is used due to 
its broader scope, based on the conceptual studies of Peter Drucker, who differentia te s  

administration within organizat ional struct ures and conceptualizes the distinct ion between firm  
and corporat ion. 

CSR is not limited to the environmental and econom ic impacts of business actions  but 
integrates social and environmental concerns into operations and interactions with stakeholde r s . 
It goes beyond legal compliance, representing a voluntary commitment to improving the 

comm unity and the environment. Classical authors such as Archie B. Carrol l (1979), Keith Davis  
(1973), S. Prakash Sethi (1975) , R. Edward Freema n (1984) , and Howard R. Bowen (1953 )  

established the foundations for the modern unders tanding of social responsibili ty , particularly in 
the financial sector. 

Further contributions help clarify the applied concept . Story et al. (2016) highlight the 

relations hip between CSR and organizational attract iveness, especial ly in talent manageme n t . 
The authors argue that effective CSR practic es not only generate positive impacts on society and 

the environment but also make organizations more attract ive to qualified professionals.  
Story et al. (2016) define CSR as a form of corporate self -regulation integrated into the 

business model , aimed at social , environm ental, and economic object ives. In addit ion to 

generat ing social and environme ntal benefits, CSR improves corporate perception, maki n g 
organiza tions more attractive to qualified talent (Story et al., 2016, p. 488). 

Carrasco and Vílchez (2022) analyze how organizat ional characteristics influence  CSR 
adoption, emphasizing that companies with a positive corporate reputation are more likely to 
signal social ly responsible practices. According to the authors, operating in highly pollut i n g 
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sectors, having dispersed owne rship structures, and maintaining a strong reputat ion are 
associated with a greater comm itm ent to CSR (Carrasco & Vílchez, 2022, p. 104). 

Pinheiro et al. (2022) also contribute to the topic by analyzing the impact of owners h ip 

structure on the adoption of CSR pract ices in Brazi lia n financial insti tut ions. The study reve a ls  
that companies with foreign owners hip tend to adopt more CSR practices as well as CB, DT D , 

and TSS (Pinheiro et al., 2022, p. 665). 
These studies demonstrate that CSR goes beyond legal compliance, functioning as a 

proact ive strategy to posi tively impact comm unities and the environment. They also highlig h t  

its role in talent managem ent and in building a posit ive corporate image. Aguinis and Gla va s  
(2012) conceptualize CSR as a multilevel phenomenon involving individuals, organizations, and 

society. 

 

Methodological Elements of Research 

 
This study adopts a quali tat ive approach (Burrel l & Morgan, 1979; Creswell et al., 2007 ; 

Merr iam, 2009), using a multiple case study design and an interpretivist perspective (Gil l, 2015 ;  

Stake, 2006; Yin, 2005). The focus is on participants’ perceptions and narratives regarding CSR 
and sustainabil ity . 

Sampling was purposive (Gil, 2015), select ing four mana gers from financia l institut io n s 

with at least five years of leadership exper ience. Participants were identified through publi c 
sustainabil ity reports and invited via LinkedIn and corpora te email. To ensure confidentiali t y , 

they were assigned fictitious names inspired by gemstones. 
Data were collected through semi-structured interviews conducted virtually via Micros o f t 

Teams, complem ented by observation and analys is of insti tutional reports and specialized medi a 

(Mer riam , 2009; Creswell, 2007) . 
Content analysis followed two cycles of coding (Saldaña, 2010) using Atlas .ti software. The 

first cycle organized categories based on the interview protocol , while the second deepe n e d 

patterns related to CSR and the influence of empathy on organizational decision -making. Data 
triangulat ion (Stake, 2006) reinforced the credibil ity of the study. 

Ethical procedures followed the guidel ines of Cooper and Schindler (2016), ensur in g 
participant confidentiali ty and encouraging honest participation. 

The Triple Bottom Line (TBL ) perspective, proposed by John Elkington, expands the 

traditional logic of organizational performance by integrating econom ic, social, and 
environm ental pillar s. In this context , Corporate Social Responsibi lity (CSR ) can be underst o o d 

as a mecha nism for operationalizing these three doma ins by aligning business strategies with the 
generat ion of not only financial value but also social and environmental value (Car roll, 1979 ;  
Freeman, 1984). 

The integrat ion of these pillars requires organizat ions to continuous ly balance ofte n 
confl icting interests, especially in contexts of high pressure for economic resul ts. At this poin t , 

empathy emerges as a central element, as it enables managers to more broadly consider the 
impacts of their decisions on different stakeholders. Thus, empathy contributes to the 
internalization of TBL principles, guiding decisions that simultaneously promote sustaina b l e 

economic perform ance, posi tive social impact, and environ mental responsibi li ty . 
In this way, by acting as both a relat ional and cognitive mechanis m, empathy strength e n s 

the articulation between CSR and the Triple Bottom Line, enhancing organizat ions’ abili ty to 
generate shared and sustained value over the long term. 
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Results and discussion 

 

Presentation of Particip an ts and Overv iew of CSR Practices in Finan ci a l 

Institutions 

 
The research participants are financial managers in leaders hip posit ions who influ e n c e 

decis ions related to Corporate Social Responsibil ity (CSR ). Aged between 35 and 55, they hold 
degrees in fields such as Law, Finance, and Business Administrat ion, as well as specializati o ns  

in sustainabil ity and corporate governance. With 12 to 20 years of experienc e in the sector , the y 
transit ioned into CSR at different points in their career s, motivated by the societal impact of 

financial insti tutions. Currently, they lead ESG initiatives, stakeholder engagement, and proje c t  
managem ent, with 8 to 10 years of experience in the area. This diver sity of prof iles enriches the 
analysis of empathy and social responsibil ity in the sector. 

Major Brazil ian financia l insti tutions have advanced in adopting ESG practice s, as 
evidenced by their inclusion in rankings such as the Dow Jones Sustainabil ity Inde x (DJSI) and 

compliance with Central Bank regulat ions (Banc o Central do Brasil , 2014, 2025; Ozório, 2024 ) . 
The Central Bank was a pioneer in establ ishing socio -environmental responsibil ity guideli ne s  
through Resolution No. 4,327/2014 (Anuá rio Integridade ESG, 2024). Beyond regulat or y 

compliance, banks implement initiatives that generate social and environmental valu e , 
demonstrating a growing commitment to sustainabili ty in the financia l sector . 

 

Corporate Social Resp onsibility Managem ent 
 

Empathy is positively associated with CSR and its social and environmental compone n ts , 
acting as a predictor of prosocial and pro-e nvironmental behaviors (Chourou et al., 2021) . CSR 

is understood as a form of self-regulation integrated into the busines s model , aimed at generat i n g 
social, environmental, and economic impacts. It goes beyond legal compliance, representing a 
voluntary comm itm ent to society and the environm ent (Bow en, 1953; Carrol l, 1979; Davi s , 

1973; Freema n, 1984; Sethi, 1975). 
During the interview s, participants defined CSR within their organizat ional contexts. One 

participant descr ibed it as a continuous strategy that goes beyond isolated actions or marketi n g 
initiatives, reinforcing the idea that CSR should be embedded in organizational cult ure and 
aligned with governance and sustainabili ty principles. 

The organizat ions represented by the interviewees are recognized in CSR rankings such as 
the Dow Jones Sustainabili ty Index and ESG integr ity reports. This aligns with findings by 

Carrasco and Vílchez (2022), who show that companies with strong corporate reputations tend 
to demons trate greater commitment to CSR practices. 

From a stakeholder perspect ive, CSR reflects a broader strategic vision that goes beyon d 

legal obligations and focuses on generating value for society while promoting ethical and 
sustainable pract ices. Active stakeholder engagement is essential for identifying and priori tiz i n g 

material issues that guide sustainabili ty actions. For instance, sustainabil ity reporting proces s e s  
typically involve internal leade rs, clients, investors , suppliers, market analysts, civil socie t y 
repre sentatives, and special ized cons ultants, enabling a comprehensive assess ment of risks and 

their integration into organizational management systems (Caixa Econôm ica Federal, 2023). 
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CSR is thus closely linked to governance pract ices and continuous stakeholder dialo g u e , 
reinforcing sustainabili ty as a strategic pillar for shared value creation. Histor ical ly , CSR has 
been a strategic priority for large organizati ons, aligning economic object ives with commun it y 

needs (Aloui & Jebsi , 2022). It also contributes to talent attraction and organizational reputati o n , 
making companies more appealing to qualified professionals (Story et al., 2016). 

Empir ical evidence suggests that CSR strengthens corporate image, attracts investor s, and 
enhances financial sustainabili ty (Yang, 2018) . However, challenges remain, such as integrat i n g 
CSR into daily operations and overcoming organizational resistance. Opportunities inclu d e 

partnerships with startups and NGOs, digital transformation, and the use of artificial intellige n c e 
to measure impact. 

In summary, CSR is widely recognized as a strategic and integrated pract ice that goe s 
beyond compliance, aiming to generate sustainable econom ic, social, and environmental valu e 
(Aguinis & Glavas , 2012). 

 

Empathy 

 
As discussed in the theoretical framework, empathy is a mult idim ensional const ru c t 

involving cognit ive and affective components (Burch et al., 2016; Decety  & Jackson, 2004). In 
organiza tional contexts, it also encompasses behavioral and moral dimensions, enabli n g 

individuals to understa nd and share emotions, resul ting in prosocia l actions (Batson, 1991; Rie s s , 
2017). 

Empathy manifests in organizat ional practice s through interpersonal relationsh ip s , 
leadership, and decision -making. Financial insti tutions such as Itaú Uniba nco and Santan d e r  
incorporate empathy into their values and pract ices, highlighting it in codes of conduct , diver s i t y  

program s, and sustainabili ty repor ts. Training initiat ives further support its applicat ion in confl ic t  
resolution and decis ion -making processes. 

Managers demonstrate varied perceptions of empathy. Some define it as the abili ty to liste n 

and understand others, generat ing posit iv e impact, while others highlight challenges such as 
balancing empathy with objectivi ty or avoiding confusion with paternal ism. These perspecti ve s  

reflect the complexity and contextual nature of empathy in organiz ations. 
Cognitive empathy, essential for communication and negotiation, enables understan d in g 

other s’ perspectives without neces sarily sharing their emotions. It is viewed as a strategic ski l l  

that improves relationships and decision -making. However, challenges persist, particularly in 
balancing organizational object ives with emotional demands and managing confl icts . 

Affective empathy, although more instinctive, is shaped by cultural and organizat io n a l 
norms . Nonverbal cues such as tone of voice and facial expre ssions influence how empathy is 
perceived in corporate interact ions (Lajante et al., 2022) . Misinterpretations — such as percei v e d 

favori tism or excessive protect ion — highlight the need to balance empathy with organizatio n a l  
goals. 

Empathy varies according to situational triggers, self - regulation, and individ u a l 
predispositions (Burch et al., 2016). It can translate into pract ical actions, especia lly in respo ns e 
to perceived injustices, while also requiring balance with rational decision -m aking. Perspectiv e -

taking allow s managers to validate emotio ns while maintaining objectivity . 
At different organizational levels, empathy influences internal processes, interpe rs o n a l 

relations hips, and group dynamics . It strengthens trust , collaborat ion, and team perform an c e , 
contr ibuting to a more inclusive and innovative organizat ional environment. 
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Empathy is also essential for effective communicat ion and stakeholde r engagem e n t. 
Empathet ic leaders prom ote cooperation by actively listening and responding to stakeholde rs ’  
concerns (Ahs an, 2023). Organizat ional cultu re plays a key role in shaping empathic behavio r , 

either encouraging or inhibit ing it (Burch et al., 2016). 
Institut ional programs, including training in emotional intelligence, active listening, and 

nonviolent communicat ion, reinforce empathy as a core organizational value. Financ ia l  
institutions such as Itaú, Banco do Bras il, and Santande r incorporate these pract ices to prom o t e 
diver sity , well -being, and engagement. 

Despite its benefi ts, empathy in the corporate environment faces challenges , including tim e 
constraints , performance press ure, and cultural resistance. Highly competitive environme n ts  

may discourage empathic behavior, while some individuals perceive empathy as secondary or a 
sign of weakness. Nevertheless, opportunities exist to strengthen empa thy through reflect i v e 
spaces, training programs, and initia tives that foster emotional intell igence and interperso n a l  

connections . 
In this context, empathy emerges as a strategic tool that enhances organizat io n a l 

performance, fosters innovation, and strengthens relationships with stakeholders. 

 

Intersection between Emp athy, CSR, and Decision -M akin g 

 
Empir ical evidence indicates that empathy acts as a mediating mechanism in the integra t io n 

of Corporate Social Responsibi lity (CSR ) and decision-m aking, particularly in balanc i n g 
economic, social , and environmental demands. It contributes to more inclusive and collaborat i v e 
organiza tional environments and supports more balanced decisions by fostering transpare n t  

comm unication and aligning individual and organizat ional interests (Batson et al., 1997; de Waa l  
& Suchak, 2010) . 

Interview findings reinforce this perspective. Managers highlighted the importance of activ e 
listening and emotional suppor t— especia lly during organizational changes— as a way to 
strengthen trust and engagement. However, they also acknowledged that excessive empathy ma y 

comprom ise objectivi ty , echoing conce rns raised in the literature about the potential bias of 
emotionally driven decis ions (Decety, 2021; Ohreen, 2021). 

When proper ly balanced, empathy enhances leadership effectivenes s, impro v e s 
organiza tional climate, and prom otes ethical and prosocial behavior. Nevertheless, integrat i n g 
empathy into decision -making remains challenging, particular ly under financial pressu re and 

time constraints. Managers reported difficul ties in priori tizing social impact initiat ives in 
uncertain economic contexts and noted the lack of clear metrics to assess the impact of empa t h y 

on organizat ional outcomes. 
The literature supports these challenges while also highlighting empathy’s strategic value . 

Collect ive empathy, for example, can enhance corporate philanthropy and strengthen socia l  

responsibili ty initiatives (Muller et al., 2014). In practice, empathy has been essential in 
initiatives such as financial support program s for vulnerable employees, requir ing both 

emotional understanding and adaptive policy design. 
Corporate decision -m aking involve s balancing individual and collect ive interests while 

consider ing long - term social and environm ental impacts (Ramsøy et al., 2018). Collaborat i o n 

across departments and stakeholder engagem ent are critical for achieving integrated and 
sustainable decisions. 

In the financial sector, empathy plays a central role in CSR initiat ives, particularly thos e 
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focused on inclus ion and empow erment. Program s such as corporate volunteer ing, financ ia l  
education, and suppor t for small businesses illustrate how empathy can guide strategies tha t 
generate posi tive social impact. These practices align with research showin g that empathe t i c 

leadership strengthens trust , promotes ethical practices , and improves socia l and environmen ta l  
performance (Ahsan, 2023; Chourou et al., 2021) . 

Empathy is operationalized through stakeholder engagement, employee training, and 
participato ry decision-making. Organizations increasingly incorporate mechanisms such as 
comm unity consultations, emotiona l intelligence training, and open communicat ion channels to 

ensure alignm ent between social needs and business strategies. Internal initiatives — includ i n g 
well-being programs, financial education, and professional development platforms — a l s o 

reinforce CSR by improving employee engagement and organizational culture. 
Participat ive leadership further supports this integration by encouraging emplo y e e 

involvem ent in decision -making and problem -s olving, enhancing motivat ion and collaborat i o n 

(Tan et al., 2023). Empathy facili tates cooperation, psychological safety, and effect i v e 
comm unication, while also influencing moral decision -making by integra ting cogn it ive and 

emotional dimensions (Carminati, 2021; Meyer et al., 2016; Preston, 2013; Scott et al., 2010 ;  
Tan et al., 2023). 

Despite its benefi ts, challe nges persist. Organizational resistance, cultural barriers, and the 

need to balance financial performance with social impact complicate the integration of empa t h y 
into CSR strategies . Ensur ing authenticity , aligning internal and external values, and maintain i n g 

consis tency under pressure are ongoing concerns (Aloui & Jebsi, 2022). 
Continuous research on CSR and empathy— part icularly from a behavioral ethic s 

perspect ive— is essential to better understand how social and psychological factors influe n c e 

ethical decision-making (Baker , 2017). Empathy has been show n to enhance emplo y e e 
motivation and engagement, stren gthening perceptions of organizat ional social commitm e n t 
(Kumar, 2024). At the same time, integrating empathy into strategic processes, leaders h i p 

development, and perform ance metr ics remains a key prior ity. 
Managers anticipate that empathy will become inc reasingly central to organizat io n a l 

strategies, influencing both high -level decisions and daily interactions. Strengthening this 
integration requires investment in training, stakeholder engagement technologies, and impa c t  
measurement tools, as well as the alignment of CSR with long- term strategic goals. 

Ultimately, empathy plays a strategic role in the financ ial sector by aligning busin e s s 
solut ions with the needs of clients and communit ies, generat ing both economic and social valu e . 

Its integrat ion into CSR enhances organizational culture, strengthens stakeholder relationshi p s , 
and improves the effect iveness of sustainabili ty initiat ives. Organizations that succes sfu l l y  
embed empathy into their strategies are better posit ioned to address future challenges and crea te 

long-term shared value (Aguinis & Glavas , 2012; Chourou et al., 2021). 
 

Final Consid erations 
 
 Empathy plays a strategic role in Corporate Social Responsibili ty (CSR) , especial ly in 

the financial sector, by strengthening the connection between organizat ions and stakeholders. In 

addit ion to improving interpersonal relationships , its presence within organizational cultu r e 
contr ibutes to more ethical and sustainable decis ion -ma king. The study show ed that compan ie s  

with higher levels of empathic sensi tivity demonstrate stronger comm itm ent to social and 
environm ental practice s, foster ing a more inclusive and productive work environment.  

Managers’ accounts confirm that empathy directly influences decis ion -making, enabling a 
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more effective alignm ent between orga nizational values and social demands. Howev e r , 

balancing empathy and prof itabi li ty remains a challenge, requir ing efforts to ensure authentic i t y  
and genuine engagem ent. Participative leadership, continuous training, and the prom otion of a 

collaborative environm ent are essential to overcoming these barriers and integrating empa t h y 
into corporate strategies. 

Studies reinforce that empathy is a key element for the effectivenes s of CSR, impac tin g 

employe e engagem ent, corporate reputa t ion, and adherence to social initiatives. Examples from 
Brazil ian banks, such as Itaú Uniba nco, Bradesco, and Santander, illustrate how this appro a c h 

can be strategical ly implem ented, promoting diversi ty , inclusion, and posit ive social impact .  
Despite the challenges, there are opportunities to strengthen empathy as a susta in a b le 

competitive advantage. The adoption of training in emotional intel ligence, active listening, and 

mindfulness practices can enhance interpersonal connections and improve organizatio n a l  
culture. To ensure long -te rm impact, it is essential to integrate empathy into corporate policie s , 

fostering a more human -centered business culture aligned with societal expectations. 
Regarding limitat ions and future research, the limited number of studies on empathy and 

CSR in the financial sector constrained the analysis , as did the small number of intervie w s  

conducted. Future research should explore empathy across different cultural and organizatio n a l  
contexts, examining its impact on ethical and social dilemm as, as well as developing more 

precise metrics for its assessm ent in corporate environm ents. 
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