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FEEDBACK



What  a re  you  t he re  to  d i scus s?

What  d id  you  see?

What  ev idence/fac t s  a re  t he re  fo r  t h i s  pe r fo rmance  l e ve l ?

A C T I O N

Emphas i s  i s  on  t he i r  ac t ions ,  no t  on  you r  i n te rp re ta t ion  o f  i t .  So

you  a re  feed ing  back  what  you  obse r ved  o r  hea rd ,  no t  on  t he i r

i n ten t ions ,  t he i r  pe r sona l i t y  o r  t he i r  cha rac te r .  L im i t  t he  number

o f  ac t ions  you  comment  on  a  l e ve l  t hey  can  hand le  –  fa r  be t te r  to

g i ve  feedback  on  one  key  ac t ion  t ha t  t hey  can  d iges t  and  bu i l d

on  to  make  a  d i f fe rence ,  t han  ten  t h i ngs  wh ich  l eaves  t he

message  d i l u ted  (and  i n va r iab l y  l eaves  t hem demot i va ted ) .

Because  th i s  i s  based  on  fac t  i t  i s  l e s s  l i ke l y  to  be  cha l l enged .
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 What  impact  i s  t h i s  pe r fo rmance  hav i ng  on  t he  team?

 How does  t h i s  pe r fo rmance  e f fec t  o the r  depa r tmen t s?

 How i s  t he  cus tomer  ( i n te rna l  o r  ex te rna l )  impacted?

 What  ev idence  do  you  have  fo r  t h i s?

What  needs  to  change  go ing  fo rward?

What  does  t he  goa l  l ook  l i ke?

A re  ac t ions  SMART?

When  w i l l  you  meet  aga in  to  con f i rm  imp rovement  o r  r e v iew
resu l t s?

I M P A C T

Th i s  can  i nc l ude  pos i t i ve  o r  negat i ve  impact  on  t he  end  re su l t ,  o r

on  t he  p roces s  i t se l f  e .g .  t he  amoun t  o f  e f fo r t  needed  on  t he i r

pa r t  to  ach ieve  t he  re su l t ,  o r  t he  impact  on  o the r s ,  e tc .  When

g i v i ng  p ra i se  i t  i s  so  easy  to  say  to  someone  ‘ t ha t  was  rea l l y

good ,  we l l  done ’  w i t hou t  say i ng  why  i t  was  good  o r  what  made

the  d i f fe rence  th i s  t ime  compared  w i th  p rev ious  occas ions .

 

D E S I R E D  O U T C O M E

 

Remember ,  t he  pu rpose  o f  feedback  i s  to  enhance  pe r fo rmance

and  mot i va te .  So  t h i s  l a s t  s tage  i s  impo r tan t  to  de te rm ine  what

happens  nex t  e .g .  deve lop  to  make  i t  e ven  be t te r  nex t  t ime

a round ,  to  co r rec t  a  m i s take  o r  to  pe r fec t  a  p roces s .  Pu t  t he

emphas i s  on  what  i s  m i s s i ng  ra the r  t han  what  i s  w rong  –  bu i l d i ng

on  s t reng ths  o r  pos i t i ve s  i s  fa r  mo re  l i ke l y  to  engende r

en thus ia sm .  Us i ng  open  ques t i ons ,  a s k  t he  i nd i v idua l  how they

th i n k  t h i ngs  can  be  deve loped  o r  bu i l t  upon .  Th i s  w i l l  he lp  to

ga in  buy  i n  and  you  may  be  su rp r i sed  by  t he  op t ions  t hey

sugges t .
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Te l l  t he  pe r son  what  you  wan t  t hem to  know.

Ask  t hem to  se l f -as ses s  and  cons ide r  what  has  happened .

Remember  w i t h  feedback  you  a lways  have  two  cho ices :

You  may  f i nd  i n i t i a l l y  t ha t  you  tend  to  te l l  r a the r  t han  to

ask .  The  more  you  as k  t he  more  you r  team w i l l  be  ab le  to  se l f -

as ses s  and  imp rove  t he i r  own  pe r fo rmance .



CASE STUDY 

You  have  been  wo r k i ng  fo r  CALA  fo r  9  mon ths  a s  pa r t  o f  a

team and  en joy  t he  wo r k ,  bu t  you  fee l  you ’ ve  no t  been  g i ven  t he

same  oppo r tun i t i e s  o the r s  w i t h  d i f fe ren t  manage r s  have  had .

The re  a lways  seem to  be  excuses  f rom you r  manage r .  Othe r s

have  had  regu la r  pe r fo rmance  rev iews ,  ac t ion  p lan ,  p ro jec t s  to

wor k  on ,  ex t ra  re spons ib i l i t y  and  have  been  pu t  fo rward  fo r

t ra i n i ng .  You  have  a  meet i ng  com ing  up  w i th  you r  manage r  and

want  to  re so l ve  t h i s .  You  wan t  to  pe r suade  you r  manage r  to

g i ve  you  t he  oppo r tun i t i e s  and  have  a  con f i rmed  ac t ion  p lan .

You  wan t  mon th l y  r e v iews ,  ac t ion  p lan ,  wo r k  on  p ro jec t

x ,  and  have  t ime  to  shadow o the r s .  

 

P l ease  t ype  any  no tes  i n to  t he  box  be low :

You  a re  a  S i te  Manage r  on  a  busy  p ro jec t ,  a  cus tomer  has

come  i n  to  speak  to  a  member  o f  s ta f f  to  make  a  comp la in t .

They  a re  t h rea ten ing  to  go  to  a  consumer  watchdog .  You r

ob jec t i ve  i s  to  re so l ve  t he  i s sue  w i th  m in imum f i nanc ia l  and

repu ta t ion  damage  to  t he  company .  The  cus tomer  i s  seek i ng

compensa t ion  ou t s ide  o f  t he  CALA  two  yea r  wa r ran t y  pe r iod .

The  i s sue  re la tes  to  back  ga rden  fenc ing  wh ich  b lew  down  i n  a

recen t  s to rm .  The  way  you  speak  to  t he  cus tomer  w i l l  have  an

impact  on  o the r  househo lde r s  who  have  expe r ienced  the  same

prob lem i n  recen t  days .

P lease  t ype  any  no tes  i n to  t he  box  be low :
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