Exercise 6 - APPENDIX 3

EXAMPLE STEPS FOR
FEEDBACK AND JUDGING SOMEONE

1. Example steps for feedback

Example A:
The client has written up a 4-page list of tasks.

Feedback that the housekeeper might give:

| see that you have drawn up a 4-page list of tasks.
| feel overwhelmed.
It’s important to me to carry out the tasks properly. | can’t do all of that in 4 hours.

May | ask you to please indicate which tasks are most important to you for today??

Example B:

The housekeeper finds some dirty nappies.

Feedback that the housekeeper could give:

I see that there are toys all over the floor in both the living room and kitchen.
| also see dirty nappies on the bathroom floor.

| feel frustrated. / | don’t feel good about that.

It’s important to me that | am able to do my job - namely cleaning - properly.
If | have to clear up as well, half my time is spent on that and | won’t be able to clean
everything as a result.

May | ask you to clear up the toys and nappies so that | can do my job efficiently?
Should | begin in the bedrooms so that you can clear up in the meantime?

If the client isn’t at home or cannot clear up because they are working from home:
I’d like to ask you to please clear up for next week so that | can clean efficiently.
I’ll clear up today, but | won’t be able to clean the bedrooms or the hall as a result.
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2. Examples of judging someone: everyone is sensitive to judgement.

“This house is a mess.”
“My replacement is rubbish at cleaning.”
”"My consultant doesn’t understand anything.”

“My client is very unfriendly.”

When you pass judgement, you elicit the other person’s primal reaction. That makes it
hard to conduct a conversation. Blaming the other person, running away or staying silent
does not help mutual understanding.

Instead of passing judgement, it is better to state what it is that you see (or hear).

| see that ...

“In this house, the children’s books are all over the table among breadcrumbs and an
open jar of Nutella. In the kitchen, the washing up hasn’t been done and the cupboard
doors are open.”

“My replacement was here yesterday. | see hair and dust on the floor and there’s a
tidemark in the bath. “

“My consultant says that they can’t help me with my personal problems.”
“My client didn’t wish me a good morning this morning”

Clients (everyone) have a better understanding for the descriptions of what you see and
hear than for your judgement.
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