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How to Skillfully Address Performance Issues

Frame the conversation with a positive or neutral opening. 
• Do say:  I’d like to discuss the importance of being on time every day.
• Don’t say:  I want to talk to you about being late all the time.

Describe the Behavior
Stick to the facts. Tell them what you saw or heard.  Facts are most persuasive and least insulting.

• Do say:  In the past three weeks you have been late 5 times by an average of 10-15 minutes.
• Don’t say:  You are constantly late.

Solicit Input
Gain understanding of the employee’s perspective.

• Is there something that is preventing you from getting to work on time?

Remind of the Goal
Describe the desired behavior.

• It’s essential that you are here, ready to work, at 7am every morning.

State the Effect
Tell the employee about the consequences of his/her behavior on the customer, the department, the organiza-
tion, on the employee him/herself.

• When you are late, you miss morning huddle, you keep the customers waiting and your co-workers have to pick up 
the slack.

Request Change 
Ask the employee what he/she can do differently to resolve the issue. 

• What are you going to do to make sure you are here, on time, every morning?

Follow Through
If the employee responds favorably, positively affirm them. 
If behavior does not change, repeat the process but turn up the intensity.
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7 Principles for Delivering
 Effective Corrective Feedback

1. Get comfortable with the uncomfortable.
It is normal to feel uncomfortable in this situation. Giving feedback goes with the responsibility of leadership.

2. Start with the right motive.
Your goal should be to help employees become more successful--not to show them how wrong they are. View 
employees as pre-great and you want to help them be great.

3. Stay in your lane.
Don’t make the conversation bigger or more difficult than it needs to be. Stay focused.
Avoid language like :

• You don’t seem to care about the customers.
• You are such a negative person.

4. Talk from beside, not from above.
Figuratively come alongside them, rather than come down hard. Let them know you want them to succeed.
Be hard on the issue, but soft on the person. Balance being assertive with being supportive.

5. Engage rather than declare.
Use focused questions rather than lecturing.

• What can you do to make sure you are here at 7 a.m. every morning?
• What can you do to be more approachable to your co-workers?
• What can you do to go the extra mile for the customer?

6. Focus on the future.
Talk about the behavior you would like to see in the future. Do not try to win a debate or get employees to 
confess their sins. The goal is positive behavior change, not to win an argument.

7. If necessary, use the phrase ...
“I need someone in this position who will...”

• be here consistently at 7a.m.
• work well with others.
• provide exceptional customer service.

This depersonalizes the situation and lets the employee know that you are thinking in terms of the position 
and not the person.


