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W e  f o c u s  o n  s m a l l  a n d  e m e r g i n g  n o n p r o f i t s ,  o f f e r i n g
• W o r k s h o p s
• T r a i n i n g
• C o n s u l t i n g

2,500 organizations have worked with us, benefiting from support in:

• financial management
• fundraising
• governance 
• human resources
• management and operations
• marketing and social media 
• strategic planning
• technology 
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Productivity, Growth, Satisfaction 

Stepping stone to next level performance/career

Withholding feedback denies access 

CULTURE

Share your biggest 
concern(s) around 
giving feedback

CHAT

http://www.google.com/url?sa=i&source=imgres&cd=&cad=rja&uact=8&ved=0ahUKEwi4puPZmrTJAhUF4SYKHcSqCsMQjRwICTAA&url=http://kridhaplantations.com/feedback-2/&psig=AFQjCNFwkzBJoeYxBL-zeuat66dHOGTgmw&ust=1448837576234373


Why We Avoid It

• Dislike conflict

• Role discomfort – judge, boss

• Context: staff shortages, “quiet quitting”

BUT: retain best staff
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http://www.google.com/url?sa=i&source=imgres&cd=&cad=rja&uact=8&ved=0ahUKEwjHpMSK67bJAhXMXR4KHY49B_oQjRwICTAA&url=http://sparkleonjen.blogspot.com/2015/03/feedback-dont-freak-out.html&psig=AFQjCNHuIwcfEgmNUgMXpQmCUG4lrMOCMA&ust=1448927872857000


Without Feedback …

Deny employees the right to know where they stand

You get 
the 

performance 
you 

tolerate.



Critical Feedback Skills

1. Giving
2. Receiving
3. Asking for
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http://www.google.com/url?sa=i&source=imgres&cd=&cad=rja&uact=8&ved=0ahUKEwibkavViLbJAhVHSCYKHWeqBWcQjRwICTAA&url=http://www.flowmotioncafe.com/the-power-of-requesting-feedback/&psig=AFQjCNHcw18TbgMPZaTVn4Ra-kMFREAiKQ&ust=1448901454580686


Factors Affecting Performance

• Expectations - clear, agreed

• Feedback - clear, prompt
• Skills/knowledge

• Motivation 

• Resources - time, authority, tools …

• Personal issues outside of work
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http://www.google.com/url?sa=i&source=imgres&cd=&cad=rja&uact=8&ved=0ahUKEwiDt7O7g6zJAhUEox4KHcTDAJEQjRwICTAA&url=http://www.stuartduncan.name/general/dear-researchers-being-pregnant-is-linked-to-autism-youre-welcome/&psig=AFQjCNG8K3WyOp-oUpE9LAnD3UBORqbiDw&ust=1448556460697469


SMART Goals
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Not SMART SMART

Recruit people for the event Recruit 50 new participants for the 
June bike ride by May 1

Specific
Measurable
Achievable
Relevant
Time-bound



Measure OR Demonstrate

What will look/be different
What people will [not] say 
How people will feel 
Whose standard 
etc. 

My manager: 
Appreciates my work, Keeps me on track, Helps me grow



Recognize Good Work

• Acknowledge/appreciate, as soon as possible

• Specify action and impact

Genuine praise motivates; 
lack of recognition is a top reason for leaving

Praise Effort. Reward Results.
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https://www.google.com/url?sa=i&source=imgres&cd=&cad=rja&uact=8&ved=0ahUKEwj_nvjf8sXJAhVENSYKHe3ABMQQjRwICTAA&url=https://www.mindtools.com/pages/article/giving-praise.htm&psig=AFQjCNGZx3hzuoFVupagHIarzywnYKiryQ&ust=1449445327131083


Positive Feedback

In running the meeting, you engaged each person, which 
fostered a shared commitment across the team.

Your report hit all the key points, and backed them up with just 
the right amount of well-selected material. No excess.

Despite the chaos, you calmed and soothed the client. I saw 
tremendous expertise, and you communicated effectively that 
you could be trusted.

Especially with remote workers!

https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=imgres&cd=&cad=rja&uact=8&ved=0ahUKEwjqnPKD5IvKAhVLcT4KHRCvAaQQjRwICTAA&url=http://blog.clarity.fm/customers-help-center-how-it-works/clarifying-clarity/&psig=AFQjCNEyDPSwCoMJ1uic24QwoxbrONOXsg&ust=1451846557573186


Non-Monetary Rewards

• Participate in a project 

• Training or conference

• Exposure to senior leaders

• Tag along/Shadow

• Time to write an article

• More responsibility

• Highlight/shout out

• Help them get there
15

• Cross training

• Mentoring

• Flexibility

• Award

• Appreciation

• Ask them



HELPFUL FEEDBACK
you ever received.
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CHAT

Consider the most



Unhelpful

• You’ve made the same mistake for the last 6 months.

• My manager always said everything was “great” with no 
specifics or suggestions on how to get even better.

• My boss told me to yell at a vendor … I was very upset 
being asked to do something so against my nature. 
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Experience Matters

Novice Expert
Confidence
Face challenges

Get even better 
Grow career

Tell Me What I Did Wrong: Experts Seek and Respond to Negative Feedback
Stacey R. Finkelstein and Ayelet Fishbach, Journal of Consumer Research

seek/respond to
POSITIVE
FEEDBACK

seek/respond to
NEGATIVE
FEEDBACK

https://www.google.com/url?sa=i&source=imgres&cd=&cad=rja&uact=8&ved=0ahUKEwjn8IyC6dHJAhVKWx4KHRtgDGAQjRwICTAA&url=http://cyberwarzone.com/100-questions-ask-security-expert/&psig=AFQjCNFYXIA_kziuS-wAchgTBQKEJy4oEw&ust=1449855031161682


Facts vs. Stories 

Clearly differentiate between:

• FACTS: observable — what a video camera picks up. 
The things you know about what happened. 

• STORIES: interpretations of the facts.
Including assumptions about why they did/said something
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• Give feedback regularly, promptly, privately

• Be concrete and specific, use examples

• Stick to behaviors, results, impact (not the person)

• Use I statements

• Offer support

• Express confidence (in most cases)

• Give advance notice (in most cases)

20



Balance

Neither too soft nor too harsh.
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https://www.google.com/url?sa=i&source=imgres&cd=&cad=rja&uact=8&ved=0ahUKEwi6q5jS3cfJAhUDSyYKHTpsBccQjRwICTAA&url=http://www.babypips.com/blogs/pipsychology/avoid-the-trading-seesaw.html&psig=AFQjCNENnH0jBzUMfqnNyvF81segt0AtRw&ust=1449508380557174


DON’T

• “Sandwich”

• Lose your cool

• Go on for too long

• Label/generalize: unprofessional, lazy 

• Use superlatives: always, never 

• Assume you understand their motivation
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http://www.google.com/url?sa=i&source=imgres&cd=&cad=rja&uact=8&ved=0ahUKEwjGyv-yhbbJAhXGPiYKHdyiA8EQjRwICTAA&url=http://imagegator.net/no-peanut-butter-clipart&psig=AFQjCNGajYD8-k0aRfKWkWdNdHY6ee_Qsw&ust=1448900577267638


Gandhi
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Whenever you have truth it must 
be given with love, or the message 
and the messenger will be rejected

https://www.google.com/url?sa=i&source=imgres&cd=&cad=rja&uact=8&ved=0ahUKEwjl_qy79MTJAhWHYyYKHeqGDZQQjRwICTAA&url=http://www.history.com/topics/mahatma-gandhi&psig=AFQjCNFkOi4QXyVuuEDIWprrM6ee59h_1g&ust=1449411427433319


Mindset

• Intent: help them grow, caring [IT’S ABOUT THEM]

• Quiet curiosity & humble exploration

• Respect individual strengths and style 

• Trust that all are participating in good faith
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“FAIR” Feedback Formula

Frame

Ask

Inform, Impact, Intent

Recap
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http://www.google.com/url?sa=i&source=imgres&cd=&cad=rja&uact=8&ved=0ahUKEwiKt-rjkrbJAhWD4SYKHUcxCbwQjRwICTAA&url=http://www.be-fulfilled.org/Blog.aspx&psig=AFQjCNE0jZmwDgMQ-8t0xStOpVqUhpRd1A&ust=1448904169347250


Frame the Conversation

Set tone/message:

… you’re an effective, valued team member. Let’s build on 
what you’re already doing to grow in your job.

… discuss how together we can get your performance  to 
where it needs to be.

… want to see you succeed, so it won’t hold you back…

26



Ask

What went well, and what 
could have gone even better?
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www.ebi Stop / Start / Continue

What was your goal? What outcomes/results did you expect?
What did you do that worked? Where were the problems?

What would it have looked like if it was successful?
What did you learn/conclude from this project?

http://www.google.com/imgres?imgurl=http://www.drkarenruskin.com/wp-content/uploads/2012/09/ask-dr-karen-questions.png&imgrefurl=http://www.drkarenruskin.com/ask-dr-karen/&h=306&w=190&tbnid=VHwsBehRQlrTcM:&docid=JvwrMiwWnPK8KM&ei=UjFNVreUMsOz-QGU_KeYDA&tbm=isch&ved=0CGMQMyhgMGA4yAFqFQoTCLeF-O61m8kCFcNZPgodFP4Jww


Inform, Impact, Intent

• INFORM about specific behavior (WHAT)

• IMPACT on the organization,                                 
why it matters (SO WHAT)

• INTENT going forward (NOW WHAT) 
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http://www.google.com/url?sa=i&source=imgres&cd=&cad=rja&uact=8&ved=0CAkQjRwwAGoVChMIjuX2hciKxwIVA5seCh1lgg3k&url=http://tccjax.org/impact-weekend&ei=8iK-VY6kEoO2euWEtqAO&psig=AFQjCNGDEG2I343WAoBwVyHIFh6Yt9Hcsg&ust=1438610546335647


Recap

• Review what was discussed and agreed

• Be sure to cover next step(s), including yours 

• Express encouragement/reassurance
I know you can do it…I’m here to help

• Document, can have employee recap in email
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https://www.google.com/url?sa=i&source=imgres&cd=&cad=rja&uact=8&ved=0ahUKEwjcn73NhsXJAhXCND4KHYEPAfQQjRwICTAA&url=http://www.nextbigwhat.com/weekly-wrap-up-of-the-big-moves-297/&psig=AFQjCNGic3Rs2rFt2WUzSmrNanYvie0asA&ust=1449416297305696
http://www.google.com/url?sa=i&source=imgres&cd=&cad=rja&uact=8&ved=0ahUKEwjqke_ciLbJAhUBQiYKHd2hBMIQjRwICTAA&url=https://www.linkedin.com/pulse/how-request-feedback-your-work-chelsea-scally&psig=AFQjCNF2I8jgllVW_BcpXCOOax8K3MCFOA&ust=1448901470409883


Encourage/Reassure

• Your overall performance is strong… it’s about how           
to get even stronger, how you can grow in your job.

• This is a serious issue, but it’s something you can work on, 
and I’m here as a resource for you.

• You have what it takes to succeed and get this right. I’m 
looking forward to seeing you nail it next time. 
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https://www.google.com/url?sa=i&source=imgres&cd=&cad=rja&uact=8&ved=0ahUKEwibi73whcXJAhVLLSYKHZJvBtIQjRwICTAA&url=http://lornpearsontrains.co.uk/2012/03/05/self-doubt-vs-self-belief-you-can-do-it/&psig=AFQjCNHvLGYByq5cEc4H5a9hPxQrzds8Qg&ust=1449416102242724


Prepare

• Scripting
• Peer/manager coaching
• Practice/role play
• Anticipate objections
• Other?
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https://www.google.com/url?sa=i&source=imgres&cd=&cad=rja&uact=8&ved=0ahUKEwjR2enG8NHJAhVMGx4KHcHkC7MQjRwICTAA&url=http://myrlisconde.com/are-you-ready-to-break-your-comfort-zone/&psig=AFQjCNG8hfu1ey9QxCOx7cyFDOA8LS_WyQ&ust=1449857054335034


Documenting Performance

• Keep a file for each direct report

• Record incidents, positive and negative

• Include date, specific behavior, impact

• Note any conversations/agreements

• Maintain confidentiality
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http://www.google.com/url?sa=i&source=imgres&cd=&cad=rja&uact=8&ved=0ahUKEwi3g6v56bbJAhUCph4KHW_gAbQQjRwICTAA&url=http://cliparts.co/folder-clip-art&psig=AFQjCNGczURjOskEoCIUEq4f4Y4ZT3Ox_w&ust=1448927568298049


Staying in Control
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Negative Self-talk 
• They’re being unreasonable
• They shouldn’t speak to me that way
• That isn’t my fault, they should accept that I have to do this

Positive Self-talk
• This is hard, they’re feeling vulnerable, I can try to help them 
• Helping angry people calm down is a great skill to develop

http://www.google.com/url?sa=i&source=imgres&cd=&cad=rja&uact=8&ved=0CAkQjRwwAGoVChMIvJTb5fqHxwIVAYsNCh22xQ6g&url=http://speakerlauncher.com/the-gremlins-and-the-grammys/&ei=gcW8VfzPLIGWNraLu4AK&psig=AFQjCNH9Q9Rx1txvnLeJCPOjspXHze0EZQ&ust=1438521089835720


Affirmation

I have the courage to provide the feedback people 
deserve. I’m stepping up to do this because I care 
about my people and want them to succeed. It’s 
possible that the reaction could be negative, and if it 
is, I’ll be able to handle it. 
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You got this
You can do this

http://www.google.com/url?sa=i&source=imgres&cd=&cad=rja&uact=8&ved=0ahUKEwjGzpaI5bbJAhVM4SYKHeeZAZUQjRwICTAA&url=http://www.finerminds.com/manifesting/75-affirmations/&psig=AFQjCNGPFL5u5d2vJnl6aHSL6PdFqa56mw&ust=1448926257274251


Pretend …

… I funded the cost of your staff 
member for the entire year

but, must meet every 6 months to
discuss how it increased impact

35

Joan Garry 
www.joangarry.com

http://www.joangarry.com/


Secret Ingredient

When organizations expect their 
workers to deliver exceptional 
work, honest feedback is the 
secret ingredient. 

- William Aruda
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http://www.google.com/url?sa=i&source=imgres&cd=&cad=rja&uact=8&ved=0ahUKEwidsNexiLbJAhXJ4CYKHZ27DMEQjRwICTAA&url=http://www.hostgator.com/blog/2013/03/08/crowd-sourcing-your-sites-content-using-twitter/&psig=AFQjCNFozPM6NXThjCWgbPOhYD3SVP_KkA&ust=1448901379791364


Opportunity

bit.ly/NPHD-Office-Hours-FP
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Your time – Your issues

Apply here:

https://bit.ly/NPHD-Office-Hours-FP


Questions?

Virtual
• Over-prepare & over-communicate
• Keep video on; Emphasize the relationship

360 feedback for performance: confidentiality, overhead

Feedback to others: Volunteers, board members, etc.
• Focus on personal relationship, shared goals
• Consider whether you’re the right person
• Your needs (vs. their bad)
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Manager as Coach:
FEEDBACK FOR PERFORMANCE



extra images
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