GIVING FEEDBACK
The Center for Creative Leadership (CCL) (www.ccl.org) has a three-step process for giving effective feedback called the Situation-Behaviour-Impact model. As they observe: “SBI provides a structure that helps keep your feedback focused, relevant, and increases the likelihood it will be received in a clear, non-defensive manner by the recipient.” 
The SBI model ahs three parts:

Situation: 
Explain the problem that needs to be discussed. Be specific about the details.

Behavior:

Describe the behavior the person used, using ‘I’ statements. Talk about both what the person did and how it was done. Focus on body language, tone of voice and choice of words
Impact:

Explain how the behavior impacted the circumstances.

Communicate how the behavior affected the organisation, team, project or customer.

Communicate what you need to happen, and if appropriate, include a consequence if the desired behavior does not occur in the future.

Example – Giving Positive Feedback

Situation: 

“I overheard you talking to Jodie yesterday about the new coaching training. It sounded as if she was quite worried about the impact this course would have on the existing training schedule.”
Behavior: 

“You remained calm, took the time to listen carefully to what she was saying and address each of her concerns.”
Impact: 

“As a result of your actions, Jodie now understands why we are introducing the new program and you may well have rescued one of our star players who has been considering leaving. Thank you. You’re a really positive role model.”
This approach can work equally well on the hopefully rare occasions when constructive feedback is needed.

Example – Giving constructive feedback

Situation: 

“I overheard you talking to Jodie yesterday about the new training programme.”
Behavior: 

“Your voice sounded quite harsh to me and it seemed as if you weren’t really listening to her concerns.”
Impact: 

“Perhaps Jodie was angry and you felt you were not getting through to her. Our relationship with Jodie may have been negatively impacted by your approach. I need you to be aware of this and use an approach in future that demonstrates your willingness to help. Let’s talk about how to handle a situation like this better next time.” 
