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Giving & Receiving Feedback





Give effective feedback everyday





As researchers we have the skills and the sensitivity to be good at giving feedback.


We have plenty of opportunities to do so – after groups, meetings, presentations


As our business relies so much on on-the-job training, everyone will make faster progress if we build in on-the-job feedback.


There is no such thing as no feedback  - staying silent can have negative consequences. If some comment is expected and it doesn’t arrive, it decreases confidence and reduces performance.


Comment on things that have been well done – don’t just pick on the problems to rectify. 


“I like the way you handled that question, it came across as effective and respectful.”


	One model for giving feedback is BOOST:


Balanced   - good AND what could be better


Observed   - what you noticed


Owned	  - effect on you the observer


Specific 	  - the behaviour, not the person


Timely          - as soon as possible after





“I noticed…(Owned and Observed) that you used some good open questions and that you got stuck when you used a closed question. (Balanced and Specific)  Were you aware of that?”           (space for response, and time for recipient to make their own suggestions. If they are stuck, offer some advice)


“I find it helps to avoid starting questions with ‘do or did’”.





Feedback is not just about things that went wrong; it includes advice and praise.





Doing annual appraisals is like dieting only on your birthday and wondering why you haven’t lost weight.





O wad some Power the giftie gie us, 


To see oursels as ithers see us,


Robbie Burns.





Feedback about emotionally charged events








No-one likes to hear what’s wrong with them.





Yet everyone wants to avoid behaving inappropriately. People are much happier when they know their behaviour gains the approval of others.





The scenario below puts the advice into practice





“Have you got a moment? Lets just sit here out of the way.


Client XYZ gave me some feedback after your last debrief there. His perception was that you were interrupting and speaking out of turn in the debate with the MD. 


(wait for response)


I understand you wanted to get your points across and you felt under pressure. However XYZ felt your behaviour was not appropriate (actually he was fuming but you don’t need to say that) as it would be his role to discuss the research implications.





You do a good job for us and XYZ likes your work, so how can we make sure this doesn’t happen again?  I want you to be able to communicate effectively with all our clients.




















See also:





Solution-focused coaching





This time, don’t aim to feed back as soon as possible – wait until you are feeling calm in yourself. HINT – some people calm down by writing down or rehearsing the feedback they will give. Don’t get emotional.


 Think about where to give the feedback – ideally quiet, private and relaxing.


 Don’t put it off too long. The feedback needs to make a meaningful connection with the incident. Weeks or months later will not do.


 Separate the behaviour from the person. A criticism at the behaviour level (what they said or did was not appropriate for the situation) is easier to take than a judgement about the personality (You are insensitive)


 Be specific. If you follow step 4 you will be specific. Instead of saying ‘you were rude to that client’ you can say ‘I noticed you interrupted the client a number of times...’ and describe the other behaviour that constituted the rudeness. Or describe the feedback you had if you were not there first hand.


 Allow time for a response. There may be acceptance – they realise their behaviour was far from ideal. In that case, ask how will they know if its going to happen again, and what will they do about it.


There will normally be a defence ‘ yes, but, I only did it because....’, in which case you have to firmly point out that the other person still has a negative perception.


 Reaffirm your faith in the person. Something like: “I really value your skills as a researcher, and I am sure you realise that we have to be careful how we behave with our clients.”


 Be clear that you want the situation managed.  You can allow the person to propose their own solution, or you can make a suggestion that they have some training or coaching. Either way, it won’t happen again. Show the benefits of changing the behaviour.


Get over it. 








1. Be receptive –if not now, later


No-one is perfect; we can’t see ourselves completely from the perspective of others. Feedback helps, its useful, and there will be times when you are better able to take it on board than others. 


2.  Avoid the impulse to argue,  defend or blame


Instead of challenging or being defensive, repeat in your own words what you are hearing the other person say. If you genuinely feel they are wrong, say you want to come back to them later about it.  If the feedback giver is being over-emotional the situation won’t be good for either of you. Assure them you will listen to them later when things have clamed down.


3. Probe for understanding


What did they see that you didn’t? How did they come to that conclusion?


4.  Acknowledge the other person’s perception��When you have the understanding, you can say – I can see how you would feel that way. (This should be the easy part, as you do it all day long with respondents).


5. Take time to process what you have heard��Decide rationally whether you are going to accept it and what you want to do about it. This part may happen later, after the initial surprise wears off. 


6. Choose how to use the feedback


Not all feedback is useful. You may have conflicting feedback – people see you in different ways. You may have already considered and rejected the suggested scenario, in which case you need to explain this.


7. Create a positive image – literally


If a part of you deep down acknowledges it is right, create a clear strong image of yourself being successful in your new behaviour, and being praised for it. Keep this image through any training or coaching you might have, and you will end up with only positive emotions from your feedback exercise.








How to receive feedback





There is no failure, only feedback.


NLP presupposition










