3.2 | 5 Minute Listen: Public servants reflect
on good and bad feedback Transcript

Thomas: Welcome to this 5-minute listen. My name is Thomas Kenchington, and | am a
Course Developer at Apolitical. So far our course has discussed how increasing
communication within your organisation can improve aspects of team performance such
as error-reporting, problem-solving, and team learning.

Right at the heart of the team communication, and improvement is our topic for today’s
episode: feedback. In today’s world, feedback is everywhere. Websites continually ask us
for reviews and comments on how they performed and how they could improve. The
reason for this is due to immense value that an external perspective has in helping an
organisation avoid repeated mistakes and improve their work.

Today, | am joined by three speakers. Firstly, Dr Melanie Garson. Dr Garson is the Policy
Lead for Europe, Israel and the Middle East in the Internet Policy Unit at the Tony Blair
Institute for Global Change. She is also Lecturer in the Department of Political Science at
University College London.

My second speakers is Sydney Statulevicius. Sydney is a Senior Programme Advisor at the
Ontario Ministry of Government and Consumer Services, also working for the Chief
Information Officer within the Ontario Public Service.

And finally, my third guest is Stephen Van Dine. Stephen is a former senior public service
executive and policy practitioner. He is also currently Senior Vice-President at the
Institute on Governance in Canada.

My first question for our speakers was ‘What does feedback mean in the modern
workplace? Sydney starts us off

Sydney: Feedback can mean a lot of things. Feedback can be a customer service
satisfaction metric, evaluation metrics, measurement, things like that data, basically
qualitative quantitative feedback. But feedback in terms of behavioural feedback, where
you as a person are concerned is completely different.

Melanie: Feedback features an awful lot in my working day, both in both positions that |
hold so and in quite different ways, because at the university, much of my feedback
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depends on being written feedback, which has its own nuance and own challenges. And
much of the feedback | have when sort of management positions with my colleagues at
TBI (Tony Blair Institute) involves a lot more in person one to one feedback, which, again,
that has its challenges. And people sometimes feel they can be more candid with one or
the other, but to give it in each circumstance correctly, so that it will be received in the way
that is intended, is critically important across both medium

Stephen: Feedback is a pretty important part of being an effective public sector leader. If
you want to enhance excellence and performance within your organisation, you really do
need to have a safe space with which to exchange views on how that performance can be
achieved. So that means the leader really does need to create the conditions necessary for
people to feel safe, secure, valued and respected.

Thomas: In this second segment, | ask our speakers for tips on how to successfully give
feedback. Melanie started us off.

Melanie: | guess, my unsuccessful level of feedback, what usually no feedback at all. And |
think we've all worked in environments where we've kind of felt we're swimming blind,
and we get no feedback at all. | think the worst circumstances are ones where you don't
feel comfortable even asking for that feedback.

Stephen: One example of unhelpful feedback that I've received has been things like, “Well,
the minister was unimpressed”, or “The deputy is not happy”. Those qualitative kinds of
statements of annoyance or lack of confidence are unhelpful.

Sydney: The way that people approach feedback in the workplace, more often than not,
people like to sweeten feedback, or sandwich it. But when you're sandwiching, or
sweetening feedback, you are, you're taking away the message. Now somebody is going to
leave, not knowing that there's actually a big problem that you need to work on, because
you sandwich the thing. And now things won't change that feedback was all for naught.

Thomas: It is important to note that not all feedback is critical feedback. | asked our
speakers to comment on praise. Stephen starts us off.

Stephen: Concerning praise, you have to be timely, if something was noteworthy by way of
a success, seven an achievement however small at the moment in time, it needs to be
acknowledged and recognised immediately.

Melanie: | think that's a very particular way of giving feedback that actually makes a
person one to strive harder. In that context, | think many people in whichever work
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context in any environment they are, | think the worst feeling is when one feels unseen.
And the minute one feels seen and acknowledged, and your contribution is seen and
acknowledged, then you want to give that more.
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