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# 99      Worker Feedback is a Gift — Accept it  

Employee feedback can be extremely 
valuable…but only if we really know how to 
get it…and most managers don’t. I’m Jerry 
Roberts and today we talk about what the 
manager’s mindset needs to be when trying to 
get valuable feedback from workers. That’s 
next up, on The Extra Point.


Valuable feedback. As managers we want to 
know how our team members see things. 
They’re closer to the action than we are. 


While we design the policies and methods that 
deliver our products and services, it’s them 
who live within that system and make things 
work.


Their opinions are important and help us to 
make improvements. We want to know what 
they know. Then why do we have such a 
difficult time with it?


One reason is ego. Our pride is on the line. For 
most employees this operating system that we 
designed is just a process wrapped up in a 
bunch of do and don’t rules. But to us it’s 
more — it’s personal. It’s our creation. We 
gave birth to it. It’s our baby. Therefore, if 
anyone messes with it we get defensive.


Years ago I was being considered for the job 
of facilitator for the strategic planning meeting 
with a major organization. Their work is critical 
and I was excited at the opportunity. 


I asked to sit in on one of their staff meetings 
to better understand how well the team 
communicated. What I saw was unexpected. 
The meeting commenced and the boss asked 
questions, saying he wanted honest feedback. 
However, for the next half-hour, he challenged 
every answer or opinion. He told people they 
were wrong, that they didn’t understand. 


Guess what? That honest feedback pretty 
much stopped. The rest of the people in the 
room just went along with what the boss said. 
Shocker, huh?


Everything had to be his way so there was no 
point to the exercise. I left the room and told his 
next-in-command what I had seen, and if I was 
hired to be the facilitator, that wouldn’t be 
allowed to happen. Further, with that approach 
there was no way they were going to get the 
results they wanted. It would be a waste of time.


A few weeks passed and I was told they had 
cancelled the planning meetings.


Whether the feedback is coming in a general 
staff meeting, an exit interview for a departing 
employee, or any other gathering, make a 
decision that your role is not of challenger but 
that of listener. Don’t debate the responses. 
Instead, ask those “how” and “why” and 
“what if” questions that will get people to 
expand their answers. 


You may not like everything you hear but make 
sure each participant knows how much you 
appreciate their contribution. 


Once people know how the meeting is going 
to be handled and that they’re really free to 
express themselves, the value of their 
contributions should increase substantially.


That’s The Extra Point. Get out there and 
make something good happen today. For 93.3 
and the Ray Gibson Show, I’m Jerry Roberts. 
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