
Feedback Finesse
The Art of Giving 
and Receiving 
Feedback



How to:

• Add finesse to the way you give and receive feedback

• Deliver meaningful feedback

• Thoughtfully respond to feedback
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About Liz

• Information Specialist, Technical Writer and 
Trainer, Policy Expert, Knowledge Manager, 
Policy and Professional Development Director, 
Business Developer, Knowledge 
Management Director 

• Active in STC

• Passionate about technical communication

• Lifelong learner
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Thinking About Feedback
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Its Many Faces

• Coaching

• Performance Improvement

• 360

• Evaluation

• Review

• One-on-one
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It is Difficult
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But Necessary

• Grow and develop in our careers

• Guidance on how to adjust to improve

• Achieve better outcomes

• Help and improve others
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Flip the Switch
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• Different approaches

• Find what works for you

• Seek feedback

• Provide feedback

• Feedback can be a positive 
experience



The Praise Sandwich
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Brag, Worry, Wonder, Bet
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It’s as simple as:

• When I brag about Tanya, I brag about…

• When I worry about Tanya, I worry about…

• When I wonder about Tanya, I wonder about…

• If I bet on Tanya, I would bet on…
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Brag

• Things that are going well and you want to reinforce

• “Tanya, when I brag about Tanya, I brag about how you 
improved the style guide you developed for our team. It 
was comprehensive and done on schedule.”

• Comes first because people like positive feedback
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Worry

• Things that are not going well and you want to address, 
improve, remedy

• “Tanya, I worry you’ve taken on too much and you’re going 
to miss the deadline for the online help revisions.”

• Delivered with empathy and sense of help
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Wonder

• Curiosities about things that may impact performance, but 
you are not sure

• “Tanya, I wonder why you took on publishing this month’s 
newsletter.”

• Neutral. You’re curious. Exploring.

• Two-way learning
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Bet

• Predictions of what could happen in the future

• Great way to kick off career development conversations

• “Tanya, if I were to bet on you, I bet you could manage this 
technical communication department.”

• Be prepared to share details
• Why?
• When? 
• How?
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Be specific

16

Good Better

Brag Good Job! Here are three things that 
really worked for me. 

Worry What are you doing? When I don’t hear from you, I 
worry that we’re not on the 
same page.

Wonder I didn’t get it. When you did x, I wondered 
why? 

Wonder You should do x. I wonder what you have done 
in the past that’s worked in a 
similar situation?

Bet What do you want to do? I bet you are ready to take on 
new responsibilities.



BWWB Summarized

• Encourages positive feedback

• Enables empathetic offer of help 

• Promotes learning from others

• Frames the future
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Storytelling

• What story are you telling yourself?

• Pause.

• Think and reflect. 

• Change the ending. Or the beginning. Or the middle.

• How?
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Crucial Conversations
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What is a Crucial Conversation?

• A discussion between two more people where
• Stakes are high

• Opinions vary

• Emotions run strong
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Seven Elements

1. Start with heart

2. Learn to look

3. Make it safe

4. Master my stories

5. State my path

6. Explore others’ paths

7. Move to action
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Master Your Stories
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See and 
Hear

Tell a 
Story Feel Act



Path to Action
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Ask Feel Tell a 
Story

See and 
Hear



Technical Writer vs the World

Light

Obvious 
spelling and 

grammar 
mistakes

Medium

+Sentence 
structure

+Organization

Heavy
+ Voice

+Clarity

+Cohesion

+Meaning and 
Intent
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Crucial Conversations Summarized:
Call to Courage
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26Feedback Research
WHAT WE CAN DO

Tell people where they stand 
with us. Those are our truths. 
That is the only feedback we can 
give.

LOOK FOR EXCELLENCE

Excellence is an outcome and 
you can demonstrate when 
demonstrate when something is 
excellent to you.

BE DESCRIPTIVE

Share specifically what you saw 
and how it made you feel. You are 
not judging. You are providing an 
authentic response.

MASTER THE STORY

Approach these conversations 
with empathy, compassionate 
directness, and a desire to grow.

INSTRUCTION

Think of instruction vs feedback. 
With instruction, there is a right 

and wrong way. 

WHAT WE THINK

Feedback is telling people what 
we think and how they should 

do it better. 

LEARNING

Telling people how we think 
they should improve hinders 

learning.

USEFUL

For feedback to be useful, ask 
how can you help someone 

improve?



Comments
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Thank you!

@dr_herman

lizhermanphd
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