
Giving and Receiving 
Feedback

Julia Schonert
March 2018



• Understand the components 
of Effective Feedback 

• Learn how to reduce 
defensiveness when giving 
feedback

• Learn how to give effective 
feedback

• Apply feedback models to 
your individual situations 

Learning Objectives



Your Thoughts…





Why do we give Feedback?

“Research shows that one of the best 
ways to help employees thrive is to give 
them feedback. Increase a sense of 
learning and vitality”

Harvard Business Review



Crucial Conversations

• In their book, Crucial Conversations, authors 
Patterson, Grenny, McMillan and Switzler make the 
bold claim that we can say almost anything to anyone 
if we say it in the right way.
• This includes feedback



Feedback is about giving information in a 
way that encourages the recipient to 
accept it, reflect on it, learn from it, and 
hopefully make changes for the better. 

Essentially, feedback is communication.

Feedback is…



• Sending
• The speaker sends a 

message 
• Receiving

• The listener hears & tries
to understand the
message. “Noise” that
interferes with the ability
to receive and perceive
may be external
(environmental
distractions)  or internal
(listener distractions such
as preoccupation, stress,
etc.).

Basics: The Components 
of Communication

Message

Response

RECEIVERSENDER



• Interpreting
• The listener interprets

what the speaker means
based on what the listener
knows and what was said.

• Responding
• The listener responds in

some way to let the
speaker know the
message was received.  Or
not.

Basics: The Components 
of Communication

Message

Response

RECEIVERSENDER



Factors that Dilute Message

Environmental



Factors that Dilute Message

Verbal



Interpersonal 
Distractions

Factors that Dilute Message



Blind Spots:
• Tone of Voice
• Facial 

expressions
• Intent and 

Impact

How to Make It Safe to 
Receive the Message

The delivery of feedback can often be more important than 
the message itself.



Feedback is best as a two way conversation

Tips for Making It Safe

• Give the receiver a chance to 
talk

• Ask how do you see the 
situation?

• Look for signs of 
defensiveness

• Reflect feelings and ask 
questions to gather more 
information

• Offer suggestions and 
support for changing the 
behavior (performance) or 
expanding skills 
(professional development)



Focus feedback on the value that it may 
have for the receiver, not on the 
"release" that it provides the person 
giving the feedback. 

Tips for Making It Safe



A discussion about observed behavior 
that allows the receiver to have an exact 
understanding of the behavior and its 

impact. 

Effective Feedback



Focus feedback on the behavior, not the person. 

• Be Specific 

• Be Timely

• Stay Balanced

Effective Feedback



• STAR/AR

• Behavior-Consequence-Direction

• State-Tell-Ask

Models for Effective Feedback



Marjorie Perez Sr. Organizational Development Consultant – HR/OD May 2015 

How we Provide Effective 
Feedback – STAR/AR Model 



Marjorie Perez Sr. Organizational Development Consultant – HR/OD May 2015 

Feedback up the Chain

• State your facts

• What happened?

• What did you see, hear or observe?

• Tell your story

• What did you make of the facts?

• Ask

• How do they see it?



Edda, yesterday in the talent 
management committee(ST), 
I saw you handle difficult 
questions from Sheila in a 
very clear, calm, professional 
tone(A). As a result, Sheila 
and other committee 
members understood your 
message and what they need 
to do for rolling-out the 
program(R).

Effective Feedback



Sally, yesterday was the 
deadline for the operations 
report. (ST)I see that you 
submitted the report today, a 
day late.(A) As a result, our 
department did not meet the 
deadline(R). You need to 
inform me as soon as possible 
if you foresee missing a 
deadline so we can plan 
alternate actions(A). By doing 
this, we will continue to meet 
expectations(R).

Effective Feedback



• Start with the Behavior

• Content:  What are the facts surrounding the behavior?

• Pattern:  How are the facts aligning and becoming a 
pattern?

• Relationship:  How have behaviors begun to affect the 
relationship?

• Impact

• Think about the greatest impact as a consequence to 
others.

• Trade “If you’re late again, I will write you up” with 
“When you are late, it causes patient care to suffer.”

• Direction

• This is where you are asking for what you would like to see 
done in the future.

• Support

Behavior, Impact, Direction
Coaching for corrective action 



During leader rounds, one of the patients 
stated that she was upset because her 
nurse did not order pain medication in a 
timely manner.  She said that she was 
further disappointed because when she 
looked out into the hallway, her nurse was 
on her cell phone.  She is angered by her 
lack of compassion and has questioned the 
sense of urgency the nurse felt about her 
pain.

Examples
You give it a try



As you are walking down the hallway, you 
overhear a nurse apologizing for the wait 
time the patient has encountered as a 
result of Imaging Services.  The nurse goes 
on to say that “Imaging Services is always 
so slow and keeps our patients here much 
longer than they would have to be if they 
would just stop playing solitaire and get 
their jobs done.”  The patient and his 
family laughs at the comments and the 
nurse continues to appropriately complete 
their round.

Examples
You give it a try



Recently, you have noticed that when 
certain employees work on the same shift 
together, they are often in the break room 
together.  The same three programmers 
rarely complete their documentation in an 
efficient manner and complain that they 
never have enough time to get all of their 
tasks accomplished. 

Examples
You give it a try



Questions?



Feedback to Praise
Performance

Feedback to Improve
Performance

ST
Situation/Task

Describe the situation as you observed it, leaving out 
inferences and assumptions. Focus on situational aspects 
like place, time, others present, context, etc.

Describe the situation as you observed it, leaving out 
inferences and assumptions. Focus on situational 
aspects like place, time, others present, context, etc.

A
Action

Describe the action by using examples of the employee’s 
behaviors. Avoid making inferences or assumptions 
about the employee’s motivations or personality. Simply 
describe what you observed, using “I” language.

Some examples include:
• I saw…
• I heard…
• I read in your email…

Describe the action by using examples of the 
employee’s behaviors. Avoid making inferences or 
assumptions about the employee’s motivations or 
personality. Simply describe what you observed, using 
“I” language.

Some examples include:
• I saw…
• I heard…
• I read in your email…

R
Result

• Tell the situation’s end result(s).
• What was the level of performance?
• What kind of impact did the outcome have on the

department /hospital?
• Always explain in detail how the employee can

continue the performance.

• Tell the situation’s end result(s).
• What was acceptable and unacceptable?
• What kind of impact did the outcome have on

the department/hospital?
• Always explain in detail how the associate can

improve performance.

A
Alternative Action

Ask for/Provide an alternative action the employee 
could consider the next time the same or similar 
situation/task occurs.

R
Enhanced Result

Describe the potential improved results that could be 
achieved.
Plan a follow-up date to review progress.

STAR & STAR/AR   FEEDBACK MODELS
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