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Learning Outcomes 

By the end of this activity, participants will be able to:

Explain the importance of teamwork for providing resident-centered care.

Describe two key goals of constructive feedback.

Explain the importance of giving constructive feedback to co-workers.

Demonstrate key skills of giving constructive feedback.
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 Key Content

· Teamwork is essential for providing quality care—helping nursing home residents obtain the necessary support to meet their daily needs and to honor their preferences. Working as a team requires effective verbal and written communication skills among team members, so that each member of the team knows what the others are doing or observing with each resident.

· One of the most important communication skills for team members is the ability to give feedback constructively. When a person gives constructive feedback to a co-worker, he or she provides useful information about that individual’s approach, skills, or responses in a situation. 

· Feedback may have one of two goals: (1) To express appreciation and reinforce an individual’s specific behavior or action; and (2) to express how an individual may not have met a specific person’s or organization’s expectation and to provide information that can result in a better outcome. Giving feedback appropriately can help to develop another individual’s skills and build confidence.

· Effective feedback is always constructive. Constructive feedback is based on facts and observations, and is given with the belief that the individual who is the receiver of the feedback can use the information to improve what isn’t working or continue what is working. Learning how to give helpful, specific, and descriptive feedback can be challenging and takes practice. 

· In order to be constructive, feedback needs to address what the individual is doing well, and what he or she needs to improve. If feedback focuses only on what the person does well, he or she may come to question the sincerity of the feedback. If feedback addresses only what the person needs to improve, he or she may become discouraged or resentful. Thus, a balance—weighted heavily in favor of the positive—is necessary.

Supplies

· Flip chart, easel, markers, tape

· Paper and pens or pencils

· Medium/large size paper cup

Handouts 

· Handout 6-A: Giving Constructive Feedback

· Handout 6-B: Practice Giving Constructive Feedback

Advance Preparation 

· Review the teaching materials for each activity. Note that icons are used to remind the instructor of the following:
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When you are presenting or covering Key Content in the discussion. (Key 



Content is also addressed in many of the handouts.)
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When it is important to ask a particular question to get participants’ input.
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When it is time to distribute and discuss a handout.
· Copy handouts for participants. 

· Prepare the following flip chart pages:

· “Giving Constructive Feedback: Learning Objectives” (Step 7)

· “Goals of Constructive Feedback” (Step 8)

· “It’s almost unbelievable …” (Step 10)

· Review the scenarios in Handout 6-B: Practice Giving Constructive Feedback to make sure they are appropriate to your work setting. Adapt and revise them as needed.

· Prepare the workshop space for large-group discussion and small-group work. Set up the flip chart easel for optimum viewing by all participants.

Activity Steps (1-21)

Large-Group Exercise
—10 minutes

1. Welcome and set up opening exercise.  Welcome participants to this training session. Note that you will begin with a warm-up activity that will help them focus on the issues to be covered in this session.  Distribute one piece of paper to each participant and make sure they all have a pen or pencil handy.

2. Give instructions for individual work.  Place a paper cup on a table. Explain to participants that will have 30 seconds to work on their own and write on their paper every use they can think of for the cup. After 30 seconds, ask participants to stop writing, count the number of items that they listed, and write that number at the bottom of their paper.

3. Form groups and give instructions for group work. Divide participants into groups of three or four persons and distribute a new sheet of paper to each group. Ask them to share their individual lists and develop one combined list. Ask them to count the number of items on their combined list, and write the total at the bottom of that paper.

4. Facilitate group reporting. After the groups have finished writing their combined list, ask each group:

[image: image5.wmf] How many uses for the cup did you get as a group?

[image: image6.wmf] How does that number compare with the totals you got as individuals?

[image: image7.wmf] Name two of the most unusual uses that your group listed.

5. Facilitate a brief discussion about the purpose of this exercise.  Ask:

[image: image8.wmf] Which approach got the most correct answers—working as individuals, or working as a group? 

[image: image9.wmf] What does this activity say about team work?

[image: image10.wmf] What does it say about the significance of noticing “the little things” in your daily work?

6. [image: image11.wmf] Introduce the topic.  Explain that the purpose of this warm-up exercise was to highlight the value of team efforts and to demonstrate the importance of noticing and providing details. Teamwork is essential for providing quality care—helping nursing home residents obtain the necessary support to meet their daily needs and honoring resident preferences. Working as a team requires effective verbal and written communication skills among team members, so that each member of the team knows what the others are doing with or noticing about each resident. Another important part of teamwork is being able to give and receive feedback from co-workers. This helps members of the team to tell each other what they’re doing well, and to point out ways that they can work better.  
7. Introduce learning objectives. The topic of this session, therefore, will be the skill of “Giving Constructive Feedback.” Post and review the prepared flip chart page on learning objectives for this unit.
Flip Chart

	GIVING CONSTRUCTIVE FEEDBACK 

Learning Objectives:

· Explain the importance of teamwork for providing resident-centered care.

· Describe two key goals of constructive feedback.

· Explain the importance of giving constructive feedback to co-workers.

· Demonstrate key skills of giving constructive feedback.                       


Interactive Presentation—5 minutes

8. [image: image12.wmf] Introduce goals of constructive feedback. Referring to the prepared flip chart, review the goals of constructive feedback:

Flip Chart

	GOALS OF CONSTRUCTIVE FEEDBACK 

1. To express appreciation and let a person know what they did to meet your needs or expectations.

2. To express that your needs have not been met and provide information to clarify your expectations and/or help the person meet them.
                                


Brainstorm and Large-Group Discussion—10 minutes

9. [image: image13.wmf] Introduce categories of intention, impact, and outcome. Explain that learning how to give constructive feedback is important because there are many ways feedback can be misunderstood or get distorted. This activity looks at three elements of feedback—the intention of the person giving the feedback, the impact on the person receiving it, and the outcome in the situation or relationship. Many times the impact and the outcome are NOT what the person intended when giving the feedback. Looking more closely at HOW we give feedback can help us to make feedback more effective, in terms of expressing our intentions and getting the desired outcome. 

10. Introduce a sample feedback statement. Post the prepared flip chart page and explain that this is feedback a CNA (Maria) gave to her co-worker (Ben).



Flip Chart

“It’s almost unbelievable that you manage to handle so many residents on the unit.”

[image: image1.wmf]
Intention 

Impact

Outcome

11. Brainstorm intentions. Ask: 

[image: image14.wmf]  What do you think might have been Maria’s intention—what did she hope to achieve in giving Ben this feedback? 

List their responses on the flip chart page, under the word “Intention.”

\

Teaching Tip

Possible responses include the following. 

· To enhance Ben’s feelings of confidence

· To express gratitude 

· To gain alliance with Ben 

· To set Ben up for asking him to help her with her residents

This activity works best if you encourage participants to consider the negative aspects of intention, impact, and outcome. Add your own ideas to broaden the discussion and to ensure that both positive and negative possibilities are considered for this point and others below.

12. Brainstorm impact. Ask participants the following question and record their responses on the flip chart page under the word “Impact.” 

[image: image15.wmf]  How do you think Ben may have felt when he heard this? 

Teaching Tip

Responses may include: superior, pleased, worried, proud, over-confident, uncomfortable, unsure of what behavior to repeat because of vagueness. 

13. Brainstorm outcome. Ask participants the following question and record their responses on the flip chart page under the word “Outcome.” 

[image: image16.wmf] What might Ben do after hearing this statement? 

Teaching Tip

Responses may include: say “thank you” and continue with his work; ask Maria how things are going on her unit; check with other workers to see if Maria is okay with her work; ask around to see if anyone is checking on the number of residents per unit. 

14. [image: image17.wmf] Summarize the exercise.  The purpose of this discussion was to show how feedback that isn’t carefully thought out can be more confusing than helpful. Having guidelines can help feedback to be more focused, clear, and effective—in other words, “constructive.” 

Interactive Presentation—5 minutes

15. [image: image18.png]


 Introduce constructive feedback principles. Distribute Handout 6-A: Giving Constructive Feedback. When reviewing the “Six Guidelines,” highlight points that participants have already made. Offer additional examples of not following the guidelines to make the handout come alive, or ask participants for examples from their own experience.  Invite participants to add any other guidelines they’ve learned and encourage them to add these to the list.

Pairs Work—10 minutes

16. [image: image19.png]


 Form pairs and give instructions. Create pairs of participants. Distribute Handout 6-B: Practice Giving Constructive Feedback to each participant.  Explain that there are three situations with feedback that did not follow the guidelines. Their task is to identify which feedback rule wasn’t followed in the sample statement, and write a more constructive feedback statement.  They will have 10 minutes.

Teaching Tip

Quickly check with each pair to make sure they understand the task. Then check again later to provide assistance, if needed.

Pairs Reporting and Discussion—10 minutes

17. Facilitate pairs reporting and discussion for the first situation. Starting with the first “situation,” read it out loud, along with the “NOT constructive feedback.” Ask the pair(s) that worked on it to report which guideline(s) were NOT followed in this feedback. Then ask them to read their new effective feedback statement. Ask other participants to “give constructive feedback” by answering these questions: 

[image: image20.wmf] Did the new statement sound effective and constructive to you? 

[image: image21.wmf] What do you think the impact of this feedback will be? 

[image: image22.wmf] What is likely to be the outcome of using it? 

18. Continue with the remaining situations. 

19. [image: image23.wmf] Wrap up the exercise: Ask participants what is the biggest lesson they will take away from this exercise. Emphasize the link between constructive feedback and effective teamwork—which is needed to provide resident-centered care.  Encourage everyone to keep practicing—it takes time to learn this and all the other skills that have been covered in this in-service series.

Large-Group Exercise—10 minutes

20. Conduct a closing go-round. Wrap up the session by asking participants: 

[image: image24.wmf] How can you use constructive feedback to be more “resident-centered” in your work?

Teaching Tips

Conducting this as a “go-round” means that each person gets a chance to answer, without anyone interrupting or asking questions. Usually, you ask for a volunteer to start and then you move to the next person, and the next, until everyone has answered. Participants can “pass” if they wish, but you always come back to them at the end to give them another chance to answer.

It’s important for every person to say something about what they learned and how they can apply it. It not only shows what they are thinking, but, in some cases, it may trigger their thinking in a way that did not happen earlier in the session.

21. Thank participants for their participation! 
� Adapted from Pike, R., and Busse, C. 101 Games for Trainers. Lakewood Publications, 2004.
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