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We know empathy is foundational to the helping professions
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We know how to reliably identify empathic communication
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Okay, so what’s the problem?  Scale

Training Hiring Treatment QA
System 

Accountability



How Talkspace partnered with us to improve the 
experiences of their clients and patients
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Poor Fair Good 
Provider Empathy 

For these providers, 
median NPS = 6.5

For these providers, 
median NPS = 8.1

Great 

Imel et al. (2024). 
Outcomes in mental 
health counseling from 
conversational content 
with transformer based 
machine learning. JAMA 
OPEN 

Each dot is the average 
empathy for a provider across 
all clients

5,000 providers
176,000 clients
20MM text conversations



Typical provider education emphasizes access to content
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Slides and written 
content

Watch lectures and 
role play examples 

CME quiz

Outcomes:

1. What content was offered
2. How many providers 

accessed content
3. Demonstration of 

knowledge via quiz

Nothing about quality of 
skills or skill development



How we train other  skills
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1. Practice (lots)

3. Practice small components

2.  Feedback 
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MI Training: Watch, Learn, Practice

https://docs.google.com/file/d/16C3R164Rh7JaxcawHoovckAN7Je6JhOu/preview
https://docs.google.com/file/d/1066REZCp0Iu7X1DSOx3gGUYmM9KSyywB/preview


Lets Practice…
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Practice 
Opportunity #1 ….

http://www.youtube.com/watch?v=qETP8yAWXac


Lets Practice…
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Practice 
Opportunity #2….

http://www.youtube.com/watch?v=SorVcIZK5J0


Lets Practice…
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Practice 
Opportunity #3….

http://www.youtube.com/watch?v=GV6ttlqglqE


Lets Practice…
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Practice 
Opportunity #4…

http://www.youtube.com/watch?v=jkwjs2Gn2uc
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1st try… After some practice…

CBT-Psychosis Training

https://docs.google.com/file/d/1L4I9bmBgYdBKFhndtbDPToRsh5xdI07j/preview
https://docs.google.com/file/d/1hHII0lB-_y1RlO1HllIVa9STPrN69CYN/preview


Kopelovich et al., in prep
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Supervisor Assist offers 
full session or role play 
transcription and AI-driven 
insights 

Full Session Feedback

Learn & Practice offers 
opportunities for training, 
practice, and immediate 
AI-feedback

Skill Building 

Insights from full sessions 
or role plays surface 
opportunities for further 
development

Insights

Learning and development happens at various levels, from 
practicing a specific skill to conducting a full session  

Learn & Practice (Training) and Supervisor Assist create a virtuous cycle



Thank you.


