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sos.idaho.gov

Thanks for the Feedback
Building a culture of service one comment at a 
time
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“Culture is what you tolerate and what 
you celebrate.”

Be Where Your Feet Are 
Scott O’Neill
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Thanks for 
the Feedback 
Book Club
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Leaky Face

Supportive Mirror

Honest Mirror

Switchtracking

Wrong-Spotting

Signposting

Blind Spots Google Bias

Growth Identity
J-Curve

Swing
Triggers

Fixed Identity
Right-Size
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What is feedback?
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Growth vs. Fixed Mindset
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“Not all readers are leaders, but 
all leaders are readers.”

-Harry S. Truman
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Source: Business Insider, May 19, 
2013
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Feedback is good 
for you – like 
exercise and 
broccoli.”

Source: Thanks for the Feedback
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Margie receives a “Meets Expectations,” which 
sounds to her like, “Really, You Still Work Here?”

Source: Thanks for the Feedback

Your second grader’s art project, “Mommy Yells,” was a 
hot topic at the school’s Open House Night.

Your spouse has been complaining about your same 
character flaws for years. You think of this less as your spouse 
“giving you feedback,” and more as your spouse “being 
annoying.”

Roderigo reads over his 360-degree feedback report. Repeatedly. 
He can’t make head or tail of it, but one thing has changed. He now 

feels awkward with his colleagues, all 360 of them.
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“I’ve been graded, rated, and 
ranked. Coached, screened 

and scored. I’ve been picked 
first, picked last, and not 

picked at all. And that was 
just kindergarten.”

Source: Thanks for the Feedback
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Receiver is in 
control
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Sheila Heen, Co-Author
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3 types of feedback

Appreciation Coaching Evaluation

Source: Thanks for the Feedback
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Appreciation
Thanks, I  see you, You matter
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Coaching
Aimed at helping someone grow, learn or change
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Evaluation
Tells you where you stand
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Cross-Transactions
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Feedback Style
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Unpacking Feedback
TINYURL.COM/UNPACKFEEDBACK
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tinyurl.com/unpackfeedback
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Unpacking Feedback

Where is it coming from? Where is it going?
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“Get to know your 
employees and take 

sometime just to see how 
things are going. I am 
pretty sure I know the 

names of the Chief 
Deputies’ children, but 

does he know mine? Its a 
big office, but not that big."

SATISFACTION 
SURVEY, 2015
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“Get to know your 
employees and take 

sometime just to see how 
things are going. I am 
pretty sure I know the 

names of the Chief 
Deputies’ children, but 

does he know mine? Its a 
big office, but not that big."

SATISFACTION 
SURVEY, 2015
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Just because some 
of the feedback 
isn’t right doesn’t 
mean all of it is.
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3 Triggers
Truth
Relationship
Identity
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Truth Triggers
The substance of the feedback itself
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Relationship Triggers
Taking issue with the feedback because of the person 
giving it
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Identity Triggers
Feedback threatens your sense of who you are
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Blindspots
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Baseline & Swing
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Bias toward 
negative

“Can something be done 
about all this glitter-it is 
being tracked all over-
NOT FUN!!!!  Maybe not 
allow it, it is getting out of 
hand!!!“
-Satisfaction Survey 
Response
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Honest 
Mirrors v. 
Supportive 
Mirrors
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It’s about You + Me
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One-on-Ones
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One-on-Ones
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One-on-Ones
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Satisfaction Survey
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“I can disclose a 
suspected violation 
of any law, rule, or 
regulation without 
fear of reprisal.”
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How can we improve by 1 point?
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Building the culture in the Secretary of State’s Office
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Thank you!
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