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When it comes to providing honest 
(and sometimes tough) feedback, we 

find there’s certainly room for 

improvement in accounting firms, and 

it’s not just an accounting profession 
problem. According to Robert Fritz 

and Bruce Bodaken in The Managerial 

Moment of Truth: The Essential Step in 

Helping People Improve Performance: 
 

“Most managers, when faced with 

the harsh facts of substandard 

performance, tend to soften the truth 

with their direct reports, so as not to 

offend or upset them. They tend to 

avoid mentioning mistakes, missed 

dates, an incomplete project, 

unacceptable quality of work, and 

the like. 

 

Then, if the problem becomes 

egregious, the manager may 

suddenly overreact with a contentious 

confrontation that results in little 

long-term behaviour change. Or else 

the manager will try to work around 

the substandard performance, 

shifting the workload to top 

performers on the team rather than 

addressing reality directly with the 

person concerned.” 

 

So, managers and leaders need to 

deal with performance issues, 

both good and not so good, early 

on. However, what stops them 

from delivering feedback? If they 

are like most people, the following 

may be reasons: 

 

They do not want to get involved. 

 

They do not know how to deliver 

feedback. 

 

They are afraid of giving feedback 

poorly. 

 

They do not want to offend or 

upset anyone. 

 

They are not comfortable in 

emotional situations. 

 

They do not want to be the bad 

guy. 

 

Firm leaders must overcome 

these struggles by stepping up and 

recognizing that feedback is the 

greatest gift they can give 

someone and learning how to 

deliver it in a way that is both 

comfortable and empowering. 

 

Giving Feedback 

Learning how to give feedback is a 

critical element in an effective 

performance management system. 

Here are some thoughts and 

questions for you to consider: 

Recall a positive experience in 

which you were given feedback. 

 

Why was the experience positive? 

 

What did the giver do or say that 

made the experience positive? 

 

Now, recall a negative experience 

in which you were given feedback. 

 

Why was the experience negative? 

 

What did the giver do or say that 

made the experience negative? 

 

Your positive experiences were 

likely the result of a leader whose 

intent was in your best interest 

and who delivered the message in 

an empathic and a constructive 

way. Effective feedback can be 

described as follows: 

 

• Includes information about the 

past (specific, descriptive 

examples of behaviour and the 

impact on the firm or results) 

• Is delivered in the present (as 

soon as possible after the 

situation or incident) 

• Influences (changes) the future 

• Is delivered in a nonthreatening 

manner 

• Keeps the relationship open 

and intact  

 

To prepare for delivering 

feedback, take a moment for self-

August J. Aquila 

Create a culture where giving and receiving 

feedback is the norm 
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awareness and consider the 

following: 

 

Reflect on your own thoughts and 

feelings about the situation, and 

challenge your assumptions or 

reactions. 

 

Prepare and document your 

feedback in advance. 

 

Visualize the feedback 

conversation beforehand, and 

anticipate the other person’s 

comments or reactions based on 

personal style. 

 

Practice delivering the feedback. 

In cases of egregious behaviours 

(for example, unethical or illegal 

behaviour; acts that put 

themselves, others, or the firm at 

risk; and so on), you may want to 

consult with an employment 

attorney before delivering 

feedback, taking corrective action, 

or terminating an employee. In 

these cases, we advise you to 

include another member of the 

firm (for example, another owner, 

the HR professional and so on) in 

all meetings. 

 

Before delivering feedback, ask for 

permission to do so. While 

delivering feedback 

 

Describe the behaviour: what you 

observed. 

 

Identify the situation: when you 

observed it and how it happened. 

 

Describe the impact or 

consequence: “So what?” 

 

Encourage the other person to 

share his or her perspective on 

the behaviour or event. 

 

Paraphrase the other person’s 

viewpoints to confirm 

understanding. 

 

Acknowledge and accept the 

feelings, intentions, and values the 

other person is communicating. 

 

Recognize that constructive 

feedback may raise emotions. 

 

Mutually explore alternative 

behaviours or solutions: “Now 

what?” 

 

 

Discuss and seek commitment:  

“When and where will this 

happen?” 

 

If we apply these questions and 

characteristics, the feedback 

exchange may look like this: 

 

“Chris, may I share some feedback 

with you?” (Assume a positive 

response from Chris.) 

 

After I reviewed the working 

papers you completed for (name 

of client) and the comments that 

(name of client) provided back to 

you on March 11, I note you did 

not address all of them before 

returning the working papers on 

March 13. When you don’t 

address each comment, it causes 

another round of review and 

correction, causing the work to 

be late to the client. When that 

happens, our credibility and, 

possibly, the relationship is 

compromised. Please tell me your 

thoughts. 

 

Then, the leader allows the team 

member to share his or her 

perspective on things while 

listening empathically. Together, 

they can create an action plan for 

effectively dealing with this 

incident and preventing similar 

occurrences in the future. 

Assuming they agree on the next 

steps, as well as when and where 

this will happen, they reconfirm 

their commitment to each other. 

 

After delivering feedback, follow 

up. “Has it been done, and what 

was the impact?” 

 

To create a culture in which 

people can get better, find 

someone doing something well 

each day, and tell them so. At the 

same time, don’t be afraid to 

confront reality when someone 

isn’t doing something well.  

 

Feedback is one of the greatest 

ways to give and earn respect—

one of the greatest gifts you can 

give to employees. 

 

If you need help call us. 
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Important Notice 
© Copyright 2018, Bizezia Limited, All Rights Reserved 
 

This article appeared in Better Business Focus, 
published by Bizezia Limited (“the publisher”). It is 

protected by copyright law and reproduction in 
whole or in part without the publisher’s written 

permission is strictly prohibited. The publisher may 

be contacted at info@bizezia.com (+44 (0)1444 
884220). (Some images in this article are taken from 

Creative Commons – such images may be subject to 
copyright. Creative Commons is a non-profit 

organisation that enables the sharing and use of 
creativity and knowledge through free legal tools). 
 

The article is published without responsibility by the 
publisher or any contributing author for any loss 
howsoever occurring as a consequence of any action 

which you take, or action which you choose not to 
take, as a result of this article or any view expressed 

herein.  
 

Whilst it is believed that the information contained in 

this publication is correct at the time of publication, it 
is not a substitute for obtaining specific professional 

advice and no representation or warranty, expressed 
or implied, is made as to its accuracy or 

completeness. Any hyperlinks in the article were 

correct at the time this article was published but may 
have changed since then. Likewise, later technology 
may supersede any which are specified in the article. 

  

The information is relevant primarily within the 

United Kingdom but may have application in other 
locations. 
 

These disclaimers and exclusions are governed by and 
construed in accordance with English Law. 
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