Feedback on 2 sides of A4

Feedback is information about performance or behaviour that leads to action to affirm or develop that performance or behaviour.

1. First key word is information: i.e. hard facts, concrete data, observable examples of performance and behaviour, NOT personal hunches or assumptions!

2. Second key point is performance or behaviour: what the person does and how they do it, not about who they are

3. Third key point is lead to action: it has a very specific intention.  If this does not happen, then there is no point in giving it.

4. Fourth key point is that it is to affirm or develop performance or behaviour.  The deliverer must be clear as to the outcome they wish to see.  If this is not clear to the deliverer, what hope has the recipient got??
How can we expect people to change and develop if they don’t know what they need to change? Unless they get feedback, how do they know what they do well so they can continue doing it?
Most people really want to know how they are doing. They want to know if other people like what they’re doing. They also want to know if something could be done more effectively or if boundaries are being overstepped.

Feedback IS NOT praise or blame, approval or disapproval. Evaluation means to place value on a performance or piece of work. But feedback is value neutral. It merely describes what you did or did not accomplish.
THE ART OF GIVING FEEDBACK  (READ CAREFULLY)
Before giving feedback, always ask yourself:

· What is my intention behind giving this person feedback?

· How am I feeling about giving it?

· How is the other person feeling; if they have had a stressful day, might be best left for another occasion.  It is important they are in the right frame of mind to accept it

· BOTH PEOPLE SHOULD FEEL CALM

When giving feedback, consider Brown & Leigh’s (1996) constructive feedback rules.    Feedback should be:

TIMELY: given as close to the event as possible (taking account of the person’s readiness etc)

SELECTIVE: addressing one or two key issues rather than too many at once

BALANCED: good as well as the not so good
SUGGESTIONS rather than  PRESCRIPTIONS

DESCRIPTIVE: non-judgemental, based on behaviour not personality

BAD
"I think you’re selfish in that you don’t listen to anyone else". 
GOOD
"I notice that you don’t look at people when they are talking to you".                      



Both these comments can apply to the same situation, but the first describes what is happening, whereas the second is judgmental. The first gives information which the other person would find difficult to dispute, but relatively easy to take action on. The second is more likely to provoke a defensive reaction, with little chance of any resultant improvement.

SPECIFIC or focussed;   In order to focus developmental feedback:

Avoid personal comments:
BAD 
 ‘you fool! Cant you remember that I needed these accounts for the meeting yesterday?’

GOOD
 “Shirley, I need the accounts for 2pm on Friday for the management meeting later in the afternoon.”
Avoid Mixed Messages

BAD
 ‘John, you always look as if you have just got out of bed but your work is good on the whole)

GOOD
‘John, I would like you to take more care with your appearance in order to make a better impression’
Avoid diffusion

BAD
 ‘Some of you are not achieving your performance goals.  You have to improve.’

GOOD
 ‘Richard, you have not achieved your performance goals this week.  Can we talk about it & work out some plans to improve?’
DIRECTED towards behaviour that can be changed, that is, on observed behaviour: what the individual has said or done; don't make subjective judgements.  It is not likely to be helpful to give a person something over which they have no choice.   Clear measurable outcomes make for good feedback.

BAD
‘I really don’t like your face/your height/the fact that you are bald etc’……offers no information about which a person can do very much.

GOOD
 ‘It would help me if you smiled more or looked at me when you speak’
‘feedback that doesn’t talk about the other is just talking about yourself’

RULES FOR RECEIVING FEEDBACK (READ CAREFULLY)
· Listen carefully to what is being said

· People should be receptive to feedback and see it as helpful.

· Don’t reject it!

Accept positive feedback…don’t reject it!

Accept negative feedback...don’t reject it!

Avoid arguing or being defensive. 

· Ask questions to clarify fully and seek examples is useful. 

· Acknowledge the giver of feedback and show his or her appreciation.  The feedback may not have been easy to give.

· Involve mutual goodwill


receiver should feel that the giver isn’t their enemy


giver needs to want to help  receiver develop



Think about your relationship with the giver (trainers want GPRs to do well!)  
WHAT TO DO WITH THE FEEDBACK YOU GET
It is up to you

· Read or listen to comments carefully and ensure you understand what is written/said. If not, ask.  Ask for clarification, examples and alternatives.  Keep notes of what is said to you.

· Give it time to sink in and get into perspective
· Try to keep feedback sheets/information together, so you can see common themes.

· Build on your strengths

· Address areas for improvement.  Identify what you need to do to reach the higher standard.  Produce an Action Plan based on feedback information and on your views of what is important to improve eg: areas to improve, actions to take, sources of help, when to tackle? (date)

Try not to feel devastated by small criticisms and try not to be defensive and make excuses
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