
“OMNI-DIRECTIONAL” 
ACCOUNTABILITY & FEEDBACK



ÒOMNI-DIRECTIONALÓ



!!!"#$%&'()*+*$,*-&./%")*'

!""#$%&'

“In an organizational context, feedback is the 
information sent to an entity (individual or 
group) about its prior behavior so that the 
entity may adjust its current and future 
behavior to achieve the desired result.”                               
(Source: Business Dictionary)
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ÒThe process strikes at the 

tension between two core 

human needs Ñ the need 

to learn and grow, and the 

need to be accepted just 

the way you are.Ó







FOUR KEY PIECES
1. Standards
2. Caring
3. The Will
4. The Skill



CLEARLY DEFINED 
STANDARDS



WE CAN’T STRIVE TOWARD, BE 
ACCOUNTABLE TO, OR GIVE 
FEEDBACK FROM A PLACE OF 
VAGUENESS





CARING



THE WHY
BEHIND THE 
STANDARD
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BEHIND 
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THE WHY
BEHIND 

FEEDBACK



CARE TO 
GIVE THE 

GIFT
AND 

RECEIVE
THE GIFT



THE WILL



FEEDBACK 
TRAPS



COMMON TRAPS
• “It’s not my job” – “It’s not my place to say anything”
• Fear about how the other person will respond (upset, angry, 

hurt the relationship)
• Belief that the person won’t respond/change/improve (“it 

won’t make a difference anyway”, “I’m wasting my time”)
• I don’t want to appear “holier than thou” (better than others); I 

am not perfect either
• I could be wrong about the standard or the situation
• I’ll say something if it happens again (maybe they are having a 

bad/off day)



DO IT MORE



3:1 RATIO



THE SKILL





”I NOTICED = I CARE”





COMPLIMENT & CALL-OUT
•Describe what you observed (”I noticed . . “)
•Describe the impact (this reminds them of 
the WHY)
•Connect the dots to the Standard (this 
reminds them of the Standard)
•Encourage conversation/dialogue (ask a 
question)





TIPS: THE SKILL OF COMPLIMENTS

1. Be SPECIFIC, not generic praise (“Paint the picture” of 

the behavior, impact, standard)

2. Don’t reserve compliments for only “above & beyond”

3. Timing - Immediately, in the moment, is best; yet….it’s 

never too late.

4. Public v Private (know people!)



TIPS: THE SKILL OF CALL-OUTS

1. Be SPECIFIC, not generic (ÒPaint the pictureÓ of the 

behavior, impact, standard)

2. DonÕt reserve compliments for only ÒegregiousÓ or ÒchronicÓ

3. Timing - Immediately, in the moment, is best; yetÉ.itÕs never 

too late.

4. Public v Private (. . . A bit tricky)



TIPS: THE SKILL OF CALL-OUTS

What next if it doesn’t improve?

Advice for leaders: advance to formal direct dialogue

Advice for employees: when calling out again, advise 
employee that the consequence of this 
behavior/performance continuing will require you to report 
it to leadership.











SOME THINGS THAT GO AMISS

NOT RECEIVING FEEDBACK WELL

! How you treat yourself
! How you treat the other person



SOME THINGS THAT GO AMISS

! TALKING ABOUT THE PERSON, BUT 
NOT TO THE PERSON

! TATTLING TO THE BOSS



SOME THINGS THAT GO AMISS

! HOLDING A GRUDGE OR BAD 
OPINION ABOUT A PERSON YET NOT 
SPEAKING UP TO THEM ABOUT THE 
ISSUE



SOME THINGS THAT GO AMISS

! ÒAnonymityÓ



ÒGive feedback ( É make decision, solve 
problems) at the lowest possible level

Éwith the least amount of bureaucracy, 
paperwork, and drama.Ó



Some Tactics to Promote Feedback



SIGNALS
AS ÒSAFEÓ 
CALL-OUTS



RAZOR 
SHARP 
FOCUS

“Standard of the Day”



Invite It – Give “Permission”
ASK FOR IT



3:1 Pair Ups



Accountability Buddies
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FROM PATIENTS/FAMILIES

• Patients or family members may say something to an 
employee, physician/provider, or leader
• The person who receives it becomes the “carrier” of the 

feedback (compliments and call-outs)
• Patient surveys
• Thank you notes
• Grateful patient programs
• Complaints



JUST START
É. And keep going



RESOURCE:  5 minute video: “I notice = I care” https://bit.ly/3ihCf2O


