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Giving Feedback

We prefer to be praised rather than punished, and prefer to be punished rather than ignored.
- Dr. Joyce Brown

Do not reprove him in such a way that you bring sin upon yourself, such as by
shaming him through reproving him in public. - A. S. Hartom

The most challenging and important communication skill is the ability to let people know when you are unhappy
with something they have done. Letting them know about your discontent in a way that focuses on the problem, not
the person, will lead to trust, understanding, and mutual respect. This important skill can be used at work, but it is
important to do this in your home life too. Here's the secret to doing it well:
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Do it soon. Don't let the problem fester. Your relationship with your associates will be poisoned if they have
done something to upset you and you do not deal with the issue.
Do it in private. Allowing other people to see and hear the discussion will exacerbate the problem and
involve more people than are needed.
Get an invitation. Ask the person when it is convenient to meet. This will get buy-in to the process. In the
unlikely event that the employee refuses, you will need to be more assertive. Agree to a venue. The
feedback should be obtained as soon after the problem occurs as possible.
Be specific. Tell the employee exactly what you know without diluting your thoughts into generalities. If
possible, give numbers, dates, and places. Avoid using words such as "always" or "never." It is not
necessary to exaggerate in order to make your point.
Be assertive. Work hard to satisfy your own needs. Being assertive means:
- Using the "I" word, never the "you" word. Saying "I have a problem and need your help" will garner
greater support than "You are doing this or that."

o Speaking with a firm, deliberate voice.

o Maintaining eye contact.

o Projecting confidence in your posture.
Choose your words carefully. Don't use inflammatory language or the person will focus on the way
feedback is being given rather than on the message.
Involve the person in finding a satisfactory solution. Ask how he can help. Don't tell him how to solve the
problem, as this will reduce the buy-in necessary to have the issue resolved.
Check and clarify key discussion points so there will be no misunderstanding.
Summarize your understanding with agreements. You could say, "So what I'm hearing you sayis . Is
that correct?”
Summarize the discussion at the end so that you both clearly understand what was said and what was
agreed upon.
Acknowledge the person afterwards when her behaviour is in accordance with your agreement.

Cy Charney, President of Charney & Associates Inc. (905-886-5606), is a leading Canadian management
consultant focusing on organizational performance improvement. The above is an excerpt from his book,
The Instant Manager, published by Stoddart



