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Note: 
 
The information contained in this document is to be used for training purposes only and is not 
representative of any real individual organisation. The information contained here comes from uncontrolled 
documents located from sources over the internet. The intention is to give you a learning experience in this 
simulated environment that you may be required to undertake as an employee, supervisor or manager in a 
real organisation in the future. 
 
Therefore, only use this information to complete the activities and requirements expected of you in your 
training program with us. 
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 WHAT DO WE MEAN BY FEEDBACK? 
 
In simplest terms, feedback consists of reactions to or opinions about your effort from those who are 
affected by it. 
 
Feedback is not simply criticism, constructive or otherwise. Rather, it is a reflection of the perceptions of 
the person or group providing it. You may think you’re presenting things in a particular way, or 
accomplishing a particular purpose by what you’re doing; but if those at whom it’s aimed see it differently, 
you may have little chance of success, or of achieving what you set out to do. 
 
Obviously, feedback can be positive, negative, or neutral. 
 
Its nature may also be influenced by the following points:  

• It can be objective, based on facts, observation, and past knowledge; or almost entirely 
subjective, based on emotional reactions, defensiveness, loyalty (to family, friends, or class), 
cultural gaps, or distrust of outsiders. 

• It might be bolstered by participants’ knowledge of the history of the community, of specific people 
and relationships, of culture, or of other factors and information. 

• It might be limited by participants’ limited knowledge of an issue or process, by their lack of 
information, or by their lack of understanding of the information available. 

• It might be solicited (asked for) or unsolicited. Feedback that’s volunteered often takes a negative 
– sometimes an extremely negative – form, and may be hard to pay attention to and incorporate 
into your work. 

 
In addition to its range of possible characteristics, feedback can be delivered in a number of ways, and it’s 
important to pay attention to as many of them as possible. 
 
Direct verbal feedback. The most useful feedback, in most cases, is direct and to the point. That’s the 
kind you get when you ask someone what they think, and they’re willing to give you an honest answer, 
either face to face or in writing.  Unfortunately, that kind of feedback isn’t always available. 
 
Indirect verbal feedback.  This might include remarks that aren’t meant specifically as feedback, parts of 
conversations overheard in passing, or comments that may not, at first hearing, seem much like useful 
feedback at all. 
 
Direct non-verbal feedback.  When employees fail to keep performance targets, never follow through on 
tasks, or simply disappear on occasion, they’re often giving you feedback.  Sometimes this non-verbal 
feedback may even encompass acting out and outright violence directed toward other team members or 
other persons.  It’s extreme, and like other non-verbal feedback, doesn’t always have to do with the nature 
of the work or relationships with the specific people it’s aimed at. 
 
Indirect non-verbal feedback.  People send all kinds of messages with their facial expressions, tone of 
voice, body language (posture, hand or body movements, eye contact, etc.), and their actions.   
 
It’s important to remember that feedback is a matter of perception.  Thus, even though it comes from 
participants, that doesn’t mean it’s accurate.  It must be weighed as any other feedback would.  What is 
true, however, is that if many participants perceive that they’re not being well served, that perception needs 
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to be changed whether it’s correct or not.  Even if feedback is offered in a negative way, you should pay 
attention. 
 
WHEN TO COLLECT PERFORMANCE FEEDBACK: 
 
Any time feedback on performance is desired.  
 
Specific performance feedback is desirable to support the regular and ongoing coaching process and/or in 
response to a specific issue or incident. 
 
After an event.  
 
The closer to the performance, the better the feedback. No matter whether the performance relates to 
completing a task or project or as a result of performance during an emergency, the feedback must be as 
close to the event conclusion as possible.  
 
As part of the annual appraisal or development cycle.  
 
As a regular part of the data collection process for scheduled events (e.g. appraisal, develop planning 
meeting) feedback provides valuable perspectives and examples for use in follow-up or later processes. 
 
Prior and throughout the feedback conversation follow the following five simple rules that will help make the 
most of the feedback. 
 

 



CPP704 Providing Feedback Policy  Page 5 
I:\CEG - Training Partnerships\Training Resources\Updated Training Resources 2014\CEG Frontline 
Management Online \Intranet Documents\CPP704 Providing Feedback Policy.doc    
                                                                                                                                          Version 1   210715         Revision Date:  210716 
 

REQUIREMENTS FOR GATHERING THE FEEDBACK: 
 
Determine the purpose of the data collection.  
 
Feedback can be used to gather input for evaluation and/or developmental purposes. It is important to 
define and communicate the purpose of the assessment at the beginning of the data collection process so 
that the employee/s understand the purpose and outcome of the process and can shape their feedback 
accordingly.  

 
Define how the data will be gathered and shared.  
 
Surveys and automated data collection tools are very useful and can be designed to collect both 
quantitative and qualitative feedback. Evaluation of the target behaviours against a defined rating scale can 
provide easy summary data and provide a numeric 'snapshot' of performance. Descriptive evaluations 
(comments) add a richness of explanation and example. Additionally, you should consider how you will 
treat the feedback from individuals, and if you will collect their feedback anonymously or not. Opinions vary 
over which method provides the best, most accurate feedback, but in either case you MUST make the 
participant(s) aware of how you plan to use their feedback. Lastly, you need to decide how the feedback 
will be shared with the employee. Will the feedback go directly to the employee or will the manager gather 
the data and present it in some organised / filtered method? Again, preferences vary and are usually based 
on the company culture and work environment. 
 
At CEG Resources, all employees involved in providing feedback or providing responses in a data 
collection process, regardless of the methods used, are to be fully informed as to why the data is being 
collected, how it is to be used, and who will be seeing the information. 

 
REQUIREMENTS FOR THOSE PROVIDING FEEDBACK: 
 
Realise the importance of your task.  
 
When you are asked to contribute feedback to assist someone in their personal development , you have 
been given a very special complement. The employee / manager believes your contribution can make a 
difference in the abilities and growth of the employee. Treat this responsibility with great respect. When you 
are asked to provide feedback, regardless of your position in the organisation or its intended purpose: 

• Be honest - honest feedback is the only useful feedback 
• Be objective and specific - provide examples and comments to support your feedback 
• Intend to be helpful - only take on this accountability of you feel that you can be helpful and are 

honestly concerned about the value and impact of your feedback 
• Complete the feedback process on time. 

 
REQUIREMENTS FOR INTERPRETING/DISCUSSING THE FEEDBACK: 
 
Remember that each perspective is valid.  
 
Although you might not agree, remember that each individual's perspective is valid for them and can add 
value to your consideration. Listen, probe for understanding and then decide what you will do with the 
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feedback. Do not decide before you have really listened and understood the feedback. There is NO 
responsibility to defend or rationalise the feedback.  The employee's / supervisor’s / manager’s 
responsibility is to listen and understand each perspective. Remember that ultimately the person receiving 
the feedback gets to decide what feedback is found to be useful. 

 
Understand the potential emotional impact of the feedback/discussion.  
 
Not everyone seeks feedback. Not everyone is comfortable hearing feedback (both negative and positive). 
Therefore activities that require individuals who provide or receive feedback have the potential to be 
emotional. It is important to remind everyone involved (employee / supervisor and manager) that this is 
"just feedback" - not "truth". The purpose of feedback is to help see more clearly the impact and outcomes 
of behaviour or performance. It is not a popularity contest and we should expect (desire) both positives and 
areas for improvement so we continue to grow. The person may need time to understand and interpret 
results because some things they hear will be expected, others may be a surprise. 

 
Balance the feedback.  
 
It is very important to present and explore BOTH sides of the feedback results. There will be a tenancy to 
focus only on growth areas, sometimes to the exclusion of the positive feedback. It is human nature to 
want to understand the 'negative' feedback and to down play the 'positive' feedback. Both the manager and 
employee MUST work to review and understand the implications for both. Remember to create action 
plans that work on growth areas AND leverage existing assets / capabilities. 

 
 
 
Avoid using judgmental, evaluative, or subjective language.  
 
Use descriptive language instead talks directly about the perception, supported by examples whenever 
possible. 

 
Test the tone for the meeting.  
 
Open, candid conversation is best facilitated when each party is able and willing to discuss their honest 
perceptions and avoid unhelpful language or frames of reference. Therefore be sure that the person(s) is / 
are ready to receive feedback as developmental and ensure that the supervisor / manager is prepared to 
provide not only feedback but support and potential solutions / alternatives. 

 
Begin with the self-assessment. 
 
 It is expected you will start any feedback discussion with the employee's self assessment of their 
performance. This will often highlight areas the employee is concerned about and/or acknowledges as 
growth areas. This may also highlight areas where the employee does not see concern that can lead to a 
more fruitful discussion once the feedback is shared. Be sure to ask about strengths as well as growth 
areas. The supervisor / manger may need to facilitate the discussion by asking targeted questions and 
being sure to let the employee talk and express their ideas (i.e. do not tell them what to think, explore what 
they think). 
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Seek follow-up /progress feedback.  
 
It is important to build a mindset of continual improvement and regular feedback is critical component to 
continued growth. 

 
End with a specific action plan.  
 
This discussion will yield dividends only when specific action plans are created and executed. Be sure to 
talk about what both the employee AND manager are going to do to in the action plan and define the 
timeline for accomplishment and review. 
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