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INTRODUCTION

I.  Definitions of “Feedback”
     (References: Webster’s New World Dictionary, 1970; Merriam-Webster On-Line Dictionary, 2003)

1. Input as a response to output.

2. The transmission of evaluative or corrective information to the original or controlling
source.

3. A process in which the factors that produce a result are themselves modified,
corrected, or strengthened by that result.

WORD BREAKDOWN: 

<  “Feed” is derived from the Old English word foda which means food.
<  “Back” means to or toward a former position or location. 

II. Question: Why do we give people feedback?

III. Question: Why do we sometimes AVOID giving people feedback?

PAGE 1



GIVING CORRECTIVE FEEDBACK

(Reference: BYU–Idaho Personnel Services, Effective Supervision, 2001)

I. Scriptural Insights:
    (Reference: Doctrine and Covenants 121:39-43)

39. We have learned by sad experience that it is the nature and disposition of almost all
men, as soon as they get a little authority, as they suppose, they will immediately begin to
exercise unrighteous dominion.

40. Hence many are called, but few are chosen.

41. No power or influence can or ought to be maintained by virtue of the priesthood, only
by persuasion, by long-suffering, by gentleness and meekness, and by love unfeigned;

42. By kindness, and pure knowledge, which shall greatly enlarge the soul without
hypocrisy, and without guile – 

43. Reproving betimes with sharpness, when moved upon by the Holy Ghost; and then
showing forth afterwards an increase of love toward him whom thou hast reproved, lest
he esteem thee to be his enemy;

(Italics added to verses 39, 41, and 43)

DEFINITIONS

  REPROVE: admonish, correct, advise, point out error

  BETIMES: 

       1. Early
       2. Promptly

  SHARPNESS: set forth with clarity (clear, unmistakable,
  plain, easy to understand); i.e. specific feedback 

  (Reference: Webster’s New World Dictionary, 1970)
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II. Steps for Giving Corrective Feedback:

1. Develop the Courage to Actually Say Something 

< Don’t assume that people will detect subtle cues.
< Don’t assume that people can “read your mind.”
< Think through what you are going to say; you’ll be less inclined to say

something to your detriment (or their detriment).
< If appropriate, consult with a trusted advisor on what to say.

2. Set Up an Appointment to Meet with the Person

< Meet with the person in private.
< Consider the timing of your approach.
< Be patient with the overall situation, even though you will most likely want to

resolve things quickly.
< Example of what to say: “I’ve got a concern that I would like to discuss

with you. Do you have a minute?”

3. Start on a Positive Note 

< Point out positives about the person and the situation.
< Positive reinforcement gives reassurance that your intent is honorable.  As this

happens, the person will be less inclined to retaliate and more inclined to
change.

< Quote: “A spoonful of sugar makes the medicine go down.” 
(Reference: Mary Poppins, from the movie Mary Poppins)

4. Define the Problem 

< Be honest (but remember, the goal is to build people).
< Being honest does not imply being careless or hurtful.
< Don’t get emotionally “carried away.”
< When expressing the problem, be careful not to exaggerate.
< Example of what to say: “I’ve got a concern with.... Here is what I have

seen and how it makes me feel....”

5. Explain How You Would Like the Situation Altered

< In preparation, ask yourself “How do I want the person to behave?” and “What
specifically do I want to see happen?

< Example of what to say: “This is what I would like to see happen....” 
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6. Solicit a Response 

< Let the person express himself/herself.
< Let the person defend himself/herself. You may not possess all the facts or be

seeing the situation correctly.
< Defend your position where necessary.
< Example of what to say: “What do you think?” 

7. Negotiate

< Be flexible.
< Be open-minded. Realize that you may be at fault, or partly at fault.
< Compromise where appropriate.
< Reiterate your point and your ideas for a positive resolution.

8. End on a Positive Note 

< Help the person maintain his/her dignity. Allow the person to “save face,” so to
speak.

< Remember that you will probably be associating with this person in the  future.
Don’t destroy the relationship.

< If you embarrass or humiliate the person, the odds are much greater that he/she
will retaliate and that the situation will be more destructive.

< Example of what to say: “I apologize if this has created any undo stress. I
appreciate the opportunity of working with you. Thank you for taking the
time with me.”

9. Follow Up

< Continue to address the situation where appropriate.
< Be committed to working through the problem, even if it takes a few weeks or

months to resolve.
< Your relationship with that person may be a little awkward and uncomfortable

for a time, but be patient. Invest in the relationship and remember that strong
and rewarding relationships take time and effort.

< Repeat steps 1-8 if necessary.

10. Keep the Situation Confidential

< Don’t gossip or “talk behind the other person’s back.” (The ultimate test of
charity is compassion “in absentia.”)

< Don’t destroy the person’s reputation and good name.
< Broach the subject only with trusted advisors.
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GIVING FEEDBACK APPENDIX A
(Reference: Adapted from “Giving Feedback,” Copyright Parlay International, Emeryville, CA. Distributed under
licensing agreement to BYU–Idaho employees.)

Giving effective feedback is an essential part of the modern workplace. Whether it’s positive,
negative, or simply informational, feedback helps people perform at their best.

The Best Feedback Is:

< Selective: Concentrate on the important things. Overlook small problems.
< Specific: Say “Congratulations! Production quotas were 20 percent over standard,”

rather than “You did very well this week.”
< Timely: Give feedback as soon as possible.
< Descriptive: Give facts: “I noticed you’ve missed our staff meeting three times this

month. Three times in one month is not acceptable,” not “You’re always late. What are
you going to do about it?” Provide details.

< Sensitive: Choose an appropriate time and place. Allow for a cooling-off period if
either of you is angry, upset, or exhausted.

< Helpful: Offer any help the person might need.

When Giving Corrective Feedback:

< Get to the point. Clearly describe the problem that needs correcting.
< Ask for a reaction. Listen to the person’s explanation.
< Avoid getting into an argument.
< Seek agreement that improvement is needed. “Does this make sense to you?”  “Can I

count on you for that?”
< Develop a plan. Work together to develop an agreed-upon plan for improvement. Be

specific and willing to start with small steps.
< Get a commitment to the plan.
< Summarize the discussion. Make sure you and the other person are on the same page

about what went wrong and what you’ve agreed to do about it.
< Specify consequences if the agreed-upon improvement is not made.
< Follow up. Set a date to review progress together.

Remember, for feedback to be effective, the recipient must:

< Understand what you’re saying.
< Accept the information.
< Be able to do something about it.
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PLANNING EFFECTIVE FEEDBACK APPENDIX B
(Reference: Adapted from “Planning Effective Feedback,” Copyright Parlay International, Emeryville, CA.
Distributed under licensing agreement to BYU–Idaho employees.) 

To avoid disasters, prepare before you give feedback. Careful planning is especially important in
difficult situations, such as when someone repeatedly fails to follow standards or rules. Here are
some planning steps:

Observe and Gather Facts

< Give yourself time to observe the person.
< Document relevant times, locations, incidents, etc.
< Focus on one person or situation at a time.
< During your observations, notice the positive.
< Write out everything you want to say.
< Note any improvements that have already been made.
< Reflect on your experiences in dealing with this person.

Look for the Positive

< Look for positive things to say to the person, even when he or she isn’t making the
grade in other areas.

< Plan to note specific times when the person’s good work or positive attitude helped the
organization satisfy a customer, meet a team goal, overcome a difficulty, etc.

Make Suggestions

< If your feedback includes criticism, think of suggestions for improvement.
< Be prepared to consider the person’s own ideas for improvement.

Timing Is Everything

< Plan the time and location of the feedback meeting.
< Schedule enough time to discuss the feedback, develop a plan for improvement, if

necessary, and schedule follow-up.
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STEPS FOR GIVING EFFECTIVE FEEDBACK APPENDIX C
(Reference: Doris Kovic, Adapted from “The Top 10 Steps for Giving Effective Feedback,” Copyright 2003 by
Thomas J. Leonard, www.coachville.com.)

Successful companies do not accept failure but transform the problems into opportunities to learn
and grow. A key to this transformation is effective feedback around the problem. As the leader
you have a responsibility to create an environment within your team where giving and receiving
constructive feedback is considered the norm. Healthy effective teams regularly exchange
feedback between all team members.

The following outlines the steps to take to provide feedback effectively. Your goal is to deliver
feedback in a respectful and constructive manner.

1. Identify the problem clearly and specifically.

Take the time to identify the problem clearly and then organize the issues that need to be
addressed. Is this an isolated problem or can this be seen in many areas of their
performance? How does it impact the rest of the department/organization?

2. Select an appropriate time and place.

Pick a time and place where you will not be interrupted, and where the environment, is
appropriate to the type of message you are delivering. Explain the value of feedback and
that you want to give feedback to support an individual’s growth and learning.

3. Setting the stage.

Acknowledge that it is difficult to hear feedback. The most common error is for people to
take the feedback personally, stop listening, and become defensive. This does not allow
for the person to easily change their behavior. It is therefore useful to state that the
feedback is about a specific behavior, and not about them as a person.

4.  Describe the behavior.

Describe the behavior that you see.  Be specific and stick to the facts, e.g. "You are
consistently late to our team meetings."

5.  Make your case.

Detail the implications of how this issue affects others, one’s self, or the success of the
company, e.g. “When you are late to meetings, people do not see you as a committed
team member.”
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6.  Hold your ground.

If he/she pushes back you need to listen for new information, but hold your ground and
continue to be specific until it is clear that the message is understood, e.g. “I understand
that you have been very busy recently, but your being late impacts the rest of the team
who are also busy.” Often you may only need to go to this step for the person to get it and
agree to change, in which case go to step 10.  If not, keep reading.

7.  Explore the issue fully.

Before you can develop a plan for change you need to fully understand the total context in
which the behavior occurs, e.g. “Are you having difficulty managing your time
effectively?” At this stage the person receiving the feedback may offer a different
interpretation of the behavior or apologize and commit to changing their behavior.

8.  Describe the positive consequences.

To build a commitment to change, describe the positive consequences of the behavior
being addressed, e.g. “If you arrive on time to our meetings, you will be accepted by the
team and involved in the decision making.”  If there is now a commitment to change you
can go to step 10.

9.  Describe the negative consequences.

If the individual is still pushing back you will need to describe the negative consequences
of the behavior, e.g. “If you continue to be late you will be placed on a performance plan
and risk getting demoted or fired.”  (This is an example of a consequence if no new
information was discovered in step 7.) This model is useful if the person is prepared to
listen and change. However not everyone is open to receive feedback and willing to adapt
their behavior. If the person you are giving feedback to cannot use constructive feedback,
you will need to decide whether you want to accept their behavior or end the relationship.

10.  Plan for change.

The outcome of this process is a commitment and a plan to change. The plan should
include agreement of the stated problem and a detailed action plan with milestones for
progress reviews, e.g. “As agreed we will change your hours due to your medical
condition and communicate to the team the need to change the timing of the team
meeting to include you. Let’s review if this is working in two weeks.”
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GETTING YOUR MESSAGE ACROSS APPENDIX D
(Reference: Adapted from “Getting Your Message Across.” Copyright Parlay International. Distributed under 
licensing agreement to BYU–Idaho employees.)

There’s more to getting your message across than simply stating it within hearing distance of
your listener. Here’s how you can improve the likelihood that you’ll be heard.

Create a Positive Atmosphere

< Show others they can trust you, that you won’t embarrass them or use their words
against them.

< Avoid judging people’s opinions unnecessarily.
< Give praise and positive feedback regularly.

Organize Your Thoughts

< Do your homework: Know the subject you’re presenting thoroughly (including its pros
and cons).

< Be as specific and accurate as possible when presenting ideas or information.

Adjust to the Listener

< Check out your assumptions about what the other person already knows.
< Avoid letting communication shut down because one person doesn’t understand the

other.
< Avoid jargon. Use appropriate language: Consider the person’s background, ability,

age, work experience, etc.
< Pick an appropriate time and place so the listener can hear and respond without being

distracted. If the subject is personal, find a private place.

Invite Response

< “What do you think of this?”
< “Tell me how you interpret what I just said.”
< “How do you feel about that?”

Be Aware of the Unspoken

< If tone and body language give a different message than your words, it can distort your
intent. Consider the unspoken messages that are communicated through tone of voice
and through body language.
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FIGHT FAIR: RESOLVING PROBLEMS WITHIN A RELATIONSHIP APPENDIX E
(Reference: Adapted from “Fight Fair.” Copyright Parlay International. Distributed under licensing agreement to
BYU–Idaho employees.)

Disagreements are part of the territory of close relationships. Because nothing destroys a
relationship faster than the hurtful things people say to each other when discussing a problem, it
is crucial that people learn the following skills to "fighting" fair.

< Be honest.
(Honesty, with compassion, builds trust and understanding.)

< Admit your mistakes.
(Be more willing to admit to a mistake.)

< Refrain from blaming or shaming.
(Focus on how the situation makes you feel, instead of blaming the other person.)

< Assume the other person wants you to be happy.
(Assume the best in the other person. He or she, most likely, is not intending to hurt
you.)

< Put yourself "in the other person's shoes."
(Made a bigger effort to see the other person's point of view.)

< Take a “time out” if things get too intense.
(Don't allow things to get out of control.)

< Spend as much time listening as you do talking.
(Spent more time listening, and accept responsibility when you see your own mistakes
in the situation.)

< Apologize.
(Apologize for your wrongs in the situation. Apologizing is an expression of love and
respect.)

< Work toward resolution.
(Try to find a way to resolve the problem in a way that is mutually acceptable.)

< When the discussion is over, do something to mend emotional wounds.
(Focus on building trust and love.)
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COMMUNICATING WITH EMPLOYEES APPENDIX F
(Reference: Adapted from “Communicating with Employees.” Copyright Parlay International. Distributed under 
licensing agreement to BYU–Idaho employees.)

Here are 10 tips for keeping the avenues of communication with your employees open:

1. Make it easy to talk with you. Have an open-door policy in your office, or arrange
office hours when you’re always available.

2. Talk with each employee regularly, even if an employee never approaches you.

3. Get “personal” some of the time. It shows that you recognize employees have a life. It
softens the edges of your communication to take a moment for brief personal
interchanges.

4. Know the person you’re talking to. Review what you know about an employee before
discussing a problem, change, or opportunity.

5. Maintain confidentiality. Never repeat anything told to you in confidence.

6. Avoid being judgmental.

7. Be slow to judge an infraction of rules or standards until you have the whole picture.

8. Don’t be afraid to say “no” when appropriate.

9. If employees make comments to you that are inappropriate or unfair, continue to treat
them on the basis of their job performance, not their opinions of you.

10. Invite feedback. Unless you’re perfect, your employees’ frank assessments can help
  you do a better job. Chances are that employees will provide you with feedback if
  they’re not afraid of retaliation. Ask for both positive and negative feedback and
  thank the employees who provide it.
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TIPS FOR EFFECTIVE COMMUNICATION APPENDIX G
(Reference: BYU–Idaho Human Resources)

10 Items that Enhance Communication

1. Open and non-threatening style
2. Approachable manner
3. Supportive and encouraging statements
4. Active and empathetic listening
5. Clarity
6. Patience (not being quick to react or judge)
7. Compassionate responding
8. Apologizing when appropriate
9. Humility
10. Courage

10 Items that Discourage Communication

1. Closed body language
2. Cold and unapproachable style
3. Condescending words or tone
4. Punishment tactics
5. Excess silence
6. Curtness (brevity to the point of rudeness)
7. Making others feel uncomfortable
8. Insensitivity to the feelings of others
9. Dominating approach
10. Rudeness

PAGE 12



OVERCOMING COMMUNICATION OBSTACLES APPENDIX H
(Reference: Adapted from “Overcoming Communication Obstacles.” Copyright Parlay International. Distributed
under licensing agreement to BYU–Idaho employees.)

Here are some common communication barriers and ways to overcome them.

1. Conflicting Versions: Conflicting interpretations of the same event. 

< If you’re in doubt about what someone tells you, get more information from other
sources before taking action.

2. Poor Timing: Timing is everything in successful communication.

< Wait until you’ve gathered and organized all the information you need to get your
point across.

< Choose a time when both you and the other person or group are open, receptive and
ready to communicate.

< Avoid times when anyone involved is under pressure or having a bad day for reasons
unrelated to what you need to talk about.

3. Poor Listening: Poor listening can sabotage any attempt at communication. We all do it: we
hear a little and then “fill in” what we think the rest will be, without really listening to what’s
actually being said.

< Devote your full attention to the message.
< When dealing with poor listeners, explain that you need help in making sure you

communicated clearly.
< Test the listener’s understanding of what you said: Ask questions or get listeners to

repeat the message back to you in their own words.

4. Conflicting Expectations: When everyone shows up with a different idea of what the
communication is all about, disaster lies ahead.

< At the beginning of every communication, describe as clearly as possible the reason for
the talk or meeting.

< If someone else has begun the communication, make sure you understand the other
person’s expectations.

5. Hostility: When people are angry, it’s unlikely that any meaningful communication can take
place.

< Give anger – whether it’s yours or the other person’s – a chance to cool down, and take
whatever steps are necessary to reduce tension.

< Apologize when appropriate.
< When you meet, always discuss first what you both agree on, and then talk about he

disagreement.
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