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Presenter
Presentation Notes
We will be giving you a masterclass on How to give feedback. Over the past few years, learning how to give feedback had benefit us in many ways



What are we going to do today?

◦ Learning goal: Being able to give structured feedback

◦ What are your expectations? 
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Presentation Notes
R: So, now that we gave you some information about feedback at hth and know each other a bit better, we will take a look at what we are going to do today and what the learning goals are.   Our learning goal for today is that all of you will be able to give structured feedback after this training.We will first split into groups of 6. We will act a scenario and you have to observe and write down feedbackIn groups show how you would give feedbackThen we come together and share our experiencesThen we will have a 30 min break in which we will have something to eat at La Mangerie. C: After our break, we will give you information on how to give structured feedback, how to use it, and examples. Then you will see another scenario, and we will practice in our sub-groups again. Then you have the opportunity to practice giving feedback trough the OIE model. Afterwards there will be a central discussion again where you all can inform each-other how it went the 2nd round.  When we finished our learning goal we will evaluate with a quiz if you guys now master giving feedback.Finally, as this is an assignment for a course at school, and we will get graded on it, we ask you to fill in an evaluation form on our skills as trainers. At the end we will give you a tour through hotelschool and close the training with some drinks at Zinq. Are there any expectations you have for this training?



Theory on giving structured feedback
◦ McKinsey feedback model

◦ Observation 

◦ Interpretation

◦ Effect
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R: So now that we have all had something to eat and are energized, we will now discuss the OIE model.  The McKinsey Feedback model means giving feedback trough stating your observations, interpretations and the effect of ones actions/behaviour/attitude. Using this model will increase the likelihood that your feedback will be heard and understood, the intent of the model is to make the feedback:SpecificFact-basedFeel less as a personal attack And make it more actionable. R: When you structure feedback in this way, your people will understand precisely what you are commenting on, and why. And when you outline the impact of their behavior on others, you're giving them the chance to reflect on their actions, and think about what they need to change.The tool also helps you avoid making assumptions that could upset the other person and damage your relationship with them.



Observation
◦ Be specific

◦ Only stay to your observation

◦ Don’t include emotions

Use sentences such as:

“Yesterday during service, I’ve noticed you were using your phone”

When stating your observation use words such as:

I observed/noticed/have seen/heard that/read that/saw you doing etc
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C: We start with stating the Observation remember: The more specific the example, the more vivid and memorable the feedback Keeping observations fact based keeps the feedback from feeling too personal to the receiver. Clearly stating observations leaves very little space for discussion.  Example sentences that you might want to include are: 



Interpretation 

In this part, you explain how the observation comes across to you – how you
interpretate the behaviour

◦ “This makes me think you are not interested.”

◦ “Because of  that behaviour it comes across you are bored”
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C: Then, we state how you interpreted this action. As it is your own interpretation this also makes it inarguable, Again, this helps to make the feedback feel less like a personal attack, and prevents the receiver from having the feeling that he or she is misunderstood. Example scentences are:(see powerpoint) 



Effect
◦ Here you state what effect the behaviour has on you, the team and/or service 

delivered to the guests 

◦ “As an effect, the team has to work harder”

◦ “When guests notice you are using your phone during service, it has an 
unprofessional outlook”
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C: Then last but not least, you state the effect that the action had, The effect can be an emotional effect it has on you, for example: That made me feel demotivated, But it can also be the effect it has on others: I see that the team also gets demotivated by this  Or n extreme cases the effect it will have on his or her future in the job; As an effect, there will be serious consequences if this doesn’t change.  Remember the whole point of providing feedback is so that someone can improve. If someone gives feedback that is too vague or beyond their control, it does nothing to help them do better next time. 



Example of  Structured Feedback

“Yesterday during service, I noticed you were using your phone while a guest was 
talking to you. This came across as you were not interested in the guest and that
your mind was somewhere else. As an effect, the guest was not satisfied and it is 
likely he will not return in the future.”
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