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This research was conducted to explore the lived experience of organizational
empathy. The study was applied in purpose and qualitative in methodology,
adopting a phenomenological approach. The research strategy was thematic
analysis, based on inductive coding. Data was collected through semi-structured
interviews. The statistical population consisted of 16 senior managers and experts
from East Azerbaijan Health Insurance, selected through purposive and snowball
sampling. Data analysis was performed using thematic analysis at three levels:
basic themes, organizing themes, and global themes. The analysis yielded 382
general concepts, which were categorized into 121 basic themes. Subsequently, 50
organizing themes were identified around the main categories, ultimately leading
to five global themes: empathetic managers, empathetic structure, empathy
culture, empathetic employees, and empathetic society. The results of this study
indicated that organizational empathy in East Azerbaijan Province health
insurance is a dynamic process that is influenced by internal and external factors.
Moreover, organizational justice, transparency, training, and managerial support
are among the most important factors in strengthening empathy in health
insurance. Furthermore, to institutionalize organizational empathy, management
policies, organizational structure, and work culture must be designed in a way that
strengthens trust, justice, and constructive interaction.
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