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Be tirm
but fair

Choosing your words well can make delivering
criticism easier, writes Rebecca Martin.

& T ou Fiatliis a fan o[

sandwiches — anc not
just for lunch With 15
YEALS" EXPEricnee in

managing peonls, he has found
thiat h= ].n:;al ity ([¥] ch il
cmplaye: rleganw: teedbazk i to
sandwich it_n between weouple of
posiives You need o et people
knows what thesy dn wall, evan if
T."ml‘ 1'[1hﬂ.5 TJ'IE nrgnl:w: :|tu'."F SCCmL
Losiuve,  Firth savs.

T fwn't alwave Bo confident
abour ghving an employze
nepative feedback. After warking
writh accountantsat a nmfr:mu.jnal
servioes fm, Firth mkanha.a
tha acsistant finmncial contraller at
an [T company,

When his hinss 1=ft, be fmand
himself promoted to manager
and m charge of a team azed
batween 21 and &3, had ~een
uatl dt:.ﬂing: with
professionals and acconmeants,
qualifizd people who were
mativeted, 1hey were to
manage beeause they s
maimped, Tn fhe new team),
spmewere qualified, some
veeren't. 1 quickhy discovered thar
ane methed didn't work and that

th}' were all iolvaled LI}‘
cifferen things and I didn't have
the experience o deal with that™

Telling emplayee; that their
work or behaviour ic netup 1o
sppenbd by s ol e lUl.Ellf_'.s'L
things aboul amanagement mls,
yel neecssary (Fary TP royEmerL
13 10 be made.

Kathy Adarns, af the Aust=alian
Tnstinute of T\'Imns\:mmt. traing
aboul #oo muddle manapersa vear
and Eave most sl.m.‘E:]e with giving
criricism, Although many
vrvlerstaned hoew to o it in thenry,
'I."Lry don't Bt it rish_

*Either they are teo ageTessive, or
e pateive ather Har being
Fonest, assarive and dmely, The
[Fmiv.r]fl given {salin fniﬂy
genesa. ard lacks specifics,” Adams
says. Aot of managers are fearful
|5wm5neg:|lw= foednael: | will fead
1 onfice Detwveen therrselves and
mm employes Orikey feel they may
Eave a negatve impact on
anplye: performance and affec
rotrsaton”

Thewick is wikeep things
L pheal, pesitive and proactive,
says Caral Royal, frem the
Australian School of Business,

Management challenge ..

“[¥on1| nead ta arezk down
what the rol= = and what the
mquucmnnh;-m a0 everyboty 15
clear!! sha Bt “Then you
provide ways inwhich the
emp ayee can imprave, Tf they ars

‘not Sand at, s&y, rnanagngleam

mermbers, expld.;: that but al:o .
prqvmﬂe a W:ua of stepeto he['F
ther improyve.

Firth had aneemplnyes who
jast ignored the nagative feedbacs
shewesgiven “Iney were totally
doing their ovn thing" be says.

“Tewas unproducrive and WEI.:;I'IJ.{

timehut they had it in their hea
that they were doingy thingsa
beter way.”

to heep
things
upbeat,
positive
and
proactive.

The first eonversation ahout the
P[n_]:]\:m seemed to 20 weell. “She
ecceptec [the negative teedback]
intellectually but than Just werit
bazk 1o delng it the oiher way," he
savs. By the second conversatiom
Firth started to nse words like
“eoncerned” 10 reflabion to'the
Pmblem This time the EmFlQ‘:{’E
erpus i peind but seemed i
indarstand him

'H}v ﬂ'_tc third time, when [ asw
her domng thirgs the other way
sgain, [ was quite frustrated.

“Lsaid, Trized [0 see you in my
office as Things were starting o
buskle upin frent of everyone
end | don't de' feedback in a
Pl.blic forum,” Firth sAYE, “She
said ‘no’ Isaid, “You don't havz a
chaice,” and walked intn my affire
end waited foc her,

“she came in and kept arguang
with-me So Psaid, ‘I think yeu
wod be better off in another
kind of mle snmewheraelse " he
suva, “Its nn exireme example, a3
normally the nice talk vorks,”

Secking someone is not usizlie
the desired outcome 2 menager
weents bt Adams says it never
hurts for cther e_mp]uirtt:n to seo
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Owan Flrth found ane apprnath dnl:n't sult all employees Bk Mareo belGranss

The trickis

where wrong hehaviour can lzad.
"'T]'lﬁ ftﬂd}ﬂ:k TWOTL t “DI'L. }—ﬂ']ﬂ
employee knows therd are ng
consaquences ™ shesas,

Althaigh the “bad news
canawich ™ i5a handy toal i pays
to use it oaly when needed and to
miake sure your positive slices e
E;&mmehrbul‘terei. e managers
use (1 abitvally, employees coton
arvta thefact t it that i alweys
the: w&yﬁm'l\r' Lre paven i (;P[H)_nf_'lc.
Adarmis 5ays

“It can be cuite transparent and
bee seen a5 a process o fou e
and can have the appnsite efec

“he key to giving n2gative
feedback & to make it genuine,
positive and balanced."

It also can’t be personal. As the
frusteatinon manmis with the fnal
that has again forpctien o send
emalls or dugpered ap he
spreadshest; ty to remember it i
not about yeu, it i about them.
“The feedback nears in ke given
for the benefir of the emplayee
rather than he manager getting
m"niaﬁ:.[ng'cﬂ their chest!" Adame
=ays, “Tt's about improving
produrtivity ar hehavioir tn fhe
beneft of the team."



