These factors are essential to promote effective

feedback:
1.

FEEDBACK RICH
ENVIRONMENT

Mutual accountability - both parties agree
that each is fully accountable for the results
of their communications, setting up a
condition of no blame, no excuses, no
hiding, and no victims

Resources

Willingness to learn - everyone seeks fresh Bottles K. Tossing Hand Grenades: How to

Deliver Feedback in Medicine Today. 7he
Physician Executive, 2006: 32:32-37.

input continually, to expand the thinking
processes and the knowledge base

No fear - emotional safety—room for people
to honestly (and without fear of the
consequences) express their thoughts,
feelings, and opinions Press.

Crane TG. The Heart of Coaching. 2002: FTA

No surprises - communications need to be Hattie J; Timperley H. The Power of Feedback.
explicit and frequent, focused on continually
updating status, progress, and obstacles to

achieving goals

Review of Educational Research, 2007,
77:81-112.
Truthfulness - issues are confronted

constructively and quickly, with full
disclosure of all agendas, needs, and wants

Orlander JD; Fincke BG. Soliciting Feedback: On
Becoming an Effective Clinical Teacher. /
Gen Intern Med, 1994; 9:334-335.

Self-responsible language - people express

their points of view from the “I” perspective;

feedback is highly owned by the individuals
who express it; people do not attempt to
speak for others, only for themselves

Coaching - flows freely and is the requisite
communication skill; occurs up, down, and
across
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FEEDBACK IS THE ART OF OBSERVATION (OF ACTIONS) AND DESCRIPTION (OF OUTCOMES)

Giving Feedback
Feedback Levels

1. Task - how well tasks are understood and/
or performed; most common type; a.k.a.
corrective feedback; depends on complexity of
task and frequency of feedback

2. Process - main process needed to
understand and/or perform tasks; strategies for
error detection; more effective for enhancing
deeper learning

3. Self-Regulation - self-monitoring, directing,
and regulating of actions; involves interplay
between commitment, control, and confidence

4. Self - personal evaluations and affect
(usually positive) about the learner; “good girl
or boy,” “great effort,” “good job,” “doing fine”;
not specific as to why

Giving Feedback Techniques
e Ask learner how she/he wants feedback

e Based on direct observation

e Ask learner for focused self-assessment
® Describe what you saw

® Make the feedback very focused

o Specific behavior amenable to change
e Effectiveness/outcomes of behavior

e Actions not inferences

e Value to receiver

® Develop joint action plan

e Follow-up

Receiving Feedback

Information
o Timely
o Video/written/verbal
e Goal-oriented
® Specific & focused
® Descriptive
e Action-oriented

Sender
o Credibility
o Characteristics
e Behavior
o Delivery
® Respect
o Expertise
e Direct observation
e Objective

Receiving Techniques

Receiver

® Mentally ready

o Fits goals/objectives

o Useful

e Personal health

o Self-perception

o Prior knowledge, skills,
abilities

® Motivation

Environment
e Private/public
e Qutpatient/inpatient/
Operating Room
e Individual/group

e Will it help you obtain your goal?

e Listen to everything - don’t interrupt

e Don’t defend, contradict, argue, or interrogate

o Ask for clarification if needed

e Accept it as one bit of data

Soliciting Feedback

Receiver

® Request feedback early

o Highlight exactly what you are looking for

o Choose specific people

® Make sure it is directly related to your goals

e Use helpful opening phrases (“I think I missed
the patient’s reaction. What do you think?”)

o Ask for recommendations

e Never compare the feedback from others
openly

e Thank them for their information

e Decide what to do with the input

o Consider it one data point or one puzzle piece

o If you do use their feedback, let them know

about it in the future

Sender

e Create a supportive atmosphere

® Realize the person is asking for guidance, not
criticism

o Clarify what the person wants feedback on
(“What do you specifically want to know?”)

e Listen to their self-assessment and respond
accordingly

® When finished, ask if that is what they wanted
to know

e Respond with respect

e Help the person create an action plan—don’t
tell them what to do

e Follow up in the future



