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DRIVING A
PERFORMANCE CULTURE

A practical playbook for managers:
Evolving from backward-looking Feedback
to forward-focused Feedforward.
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The Rearview Mirror Problem

In the corporate world today, Feedback is trapped in rigid habits and
biases. It is almost exclusively associated with two negative pathways:

Path 1: Administrative \ . Path 2: Punitive \

The Annual Appraisal, PMS, Pointing out mistakes, mess-ups,
Performance Ratings, and errors, and inappropriate
justifying denied promotions behavior.

or increments.
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Takeaway: This backward-looking approach creates procrastination and limits talent development.




Cultureis Your Brand Value

The only way to improve
tomorrow is to know what you did
wrong today. — Robin S. Sharma

Feedback is the information sent to an To drive a culture of excellence, Managers |
entity about its prior behavior so it may must step up as Change Champions.

X
adjust its future behavior to achieve The new you must align with your x_/

desired results. ‘ organization’s growth aspirations. l




The Foundation of

Understanding

THE fHARITS O
HIGHLY

“roriz.  Habit 5 (Stephen Covey) - Seek First to Understand, Then to be Understood.

Hearing

A passive, physiological act.

Often done with the intent to
reply, not to comprehend.

Acts as a sounding wall.

>

Listening

An active, cognitive act.

Done with the intent to
understand the other person's
perspective.

Makes the receiver feel heard,
valued, and receptive to new ideas.



Navigating the SARA Curve

The natural emotional response to difficult conversations.

< Emotional Activation Curve

Phase 3 - Resistance
(Falling Energy)

Phase 1 - Shock
(Rising Energy)

Phase 2 - Anger
(Peak Energy)

.~ “They're just venting t'

"What??? | don't thoir Bitratiess| “Nobody is perfect.
understand this report. vﬁg ruﬁdri'h'.ﬂgf' That's just the way |
It must not be right.” it Rl am... take it or leave it."
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Phase 4 - Acceptance
(Rising Positive Energy)

“What can | do to ﬂ\
improve? Who can
help me make this

change?” J




The Constructive Feedback Ecosystem

The Core Rule: Use the 5:1 Approach (Positive to Constructive). Ground criticism in observable behavior, not personal judgment.

Stage 1 - Gather:
Observe and collect specific data.

Stage 2 - Analyze:
|dentify patterns and issues.
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Stage 3 - Communicate:
Explain what needs changing.

Stage 5 - Reflect:
Review outcomes and adjust.
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Stage 4 - Action:
Implement the required changes.



Conversation Architecture: The STAR Method

Focus on observable behaviors to remove personal judgment.

Pinpoint the exact
project, expected
actions, or decisions
in focus.




Conversation Architecture: The SBI Method

A simple, direct framework to prevent confusion and defensiveness.

S - Situation B - Behavior | - Impact

S (@)
=Y A &
Define the precise date, time, Describe only the actual, Explain the consequences.
and place. Avoid vague observable facts. No opinions. How did the behavior affect the

generalities like recently. No judgments. team, the client, or business
outcomes?




Processing Input:

The 5R Receiver Framework

=
R,

Request

IELGRYE
Initiative. Whom
do you need
feedback from?

O

Receive

Actively listen.

Ask clarifying
guestions.
Understand
without
reacting.

Reflect

Let it simmer.
Consider
relevance and
select what to
use.

Respond

Close the loop.
Be thankful and
provide
feedback on the
feedback.

Resolve

Outline concrete
steps and share
your plan for
change.




The Ultimate Shift: Feedback vs. Feedforward

Marshall Goldsmith’s framework for continuous improvement.

Feedback Feedforward
Focuses on the Past Orientation Focuses on the Future
Static & requires knowledge NII “ Creates momentum & suggests
ature :
of what happened II “ what to do next time
Tends to be negative or judgmental Tone Solutions-focused and objective
Reinforces feelings of failure Outcome Expands possibilities and

II II reinforces change



Systemizing Growth:
The PDCA Integration

Tying micro-conversations to
macro-process improvement.
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Plan

Identify improvement
areas (root-cause analysis)

and set SMART goals.

Act

Standardize successful
changes into SOPs and

identify new areas for
the next cycle.

ain

Pliot test solutions

and train the team.

=Q
Check

Compare results
against targets
using KPIs and
dashboards.

Process

Improvement
Ongoing = Structured
&) adaptability E[F rtaristation
* [Incremental Systematic
g Ghange Focus @ Change Focus
. i =
Continuous
Improvement

Continuous Improvement vs Process Improvement
- demonstrating how this cycle balances everyday
team evolution.



