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ABSTRACT

Interpersoml feedback ; The transaction for mutwality

The concept of interpersonsl feedback as one of providing
ififormation to & person for improving his interpersonsl summkw
competence is discussed, After discussing the functions of
interpersoml feedback, the proceszes of interpersoml feedback
? & discussed in details, The process corsists eof perception
of behaviour by the person giving feedback, his own persomality,
the message he sende, the way he sends the message, how the
message ig received, whether it is seen ag helpful or threatening
and how it leads to el her behavioural chenge or rejectionof
feedback, The varlous uses of feedback are discussed, drawing
upon various researches in the field. DNscussing the various
kinds of feedbaék, the last sectlon focusses on how feedback
can be useful for building effective trensection between the
person giving feadback and the one who is receiving it, Thie
section also dlscusses what the pereon who is giving feedback can
do to make it more effective and similarly what the person who
recelves the feedback cen do sc that instead of denling with the
feedback by defensive behaviour, he is able to use it for increasing

hig interpersonsl competence,
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Interpersonal Feedback : The Transaction for Mutuality

Udal Pareek

The Concept of Fegdback;

The concept of feedback has been taken from mechanics,

In a machine the arrangement of an automatic signal of the degree
of performance or nonperformance is called feedback, This concept
was then introduced in cybernetics., Amongst behlavioural science the
concept of feedback has been used for a long time in experimental
psychology. Feedback has been used to indicate the sensory report
of the somatic result of a behaviour. For example, the viswl or
kinaesthetic reports on movement,

The term feedback is being increasingly used in the inter-
persoral context. In social psychology the term would mean " a
direct perceptual report of the result of one's behaviour upon other
persons™ (English and English, 1958)., Kurt Iewin popularised this
term out of his concern for providing valid data on change in
behaviour - food habits, supervisory behaviour, social practices, etec.
Feedback is "the process of providing valid data" (Schein and Bennis,
1965). Schein and Bennis (1965) point out " an important flaw in
our society,namely, the lack of adequate and trustworthy mechanisms
of feedback built into our social institotions. Bosses cannot talk
or level with employees, wives with husbands, children with parents,
students with teachers, and so forth. A mumber of pathstic symptoms
of this communication gap can be seen in our contemporary society:
intergroup strife of all kinds, divorce rates, the ubiquity of
enotional problems, and what political scientists call 'pluralistic
ignorance,! a malignancy born out of the absence of information
about what others think —= or a distorted version of this information —
leading to absurd action or impotent despair.”

Using the cybernetics analogy, Golembiewski (1972) defines
feedback as "information concerning the efficacy of the data
processor's adaptations to his enviromment," He has discussed
feedback both as an input and as a throughput, He has considered
feedback and disclosure as vitally related to each other, the former
relating to the information (both verbal and non-verbal) people
give each other, and the latter relating to sharing sometling about
oneself with the other,



2

The Functiohs of Feedback

How does feedback help a person? The primary role of feedback
is to provide data to the person for processing. It helps in
increasing his sensitivdty).,in both looxing for dota and proecessing the
data for increasing one's effectiveness in future, Das and 3ower (1974)
have reported resnlts of a study giving some physiological evidence of
feedback causing intsrnal reflection. Anticipatory heart rate acceleration
while waiting for feedback is interproted as a sign of internal reflection,
and the post-feedback decleration as that of attention to external
events,

Feedback also helps in building an integrated concept of self,
Kanfer, Karoly and Newman (1974) have reported results of an experiment
in which the best recall and the greatest influence on preference of ]
slides of faces was found in the "self group", one which got the feedback
of scores allegedly reflecting their own emctional reaction to the slides;
In the second experiment also both the source of feedback and magnitude
of discrepancy of data from self-ranking were found to be significant
influence on recall. The tendency to reinforce onets own preferences
and attitudes is a sign of development of an integrated self,

Horwitz (1964) has pointed out three main advantages of feedback
compared to psychotherapy, In the first place feedback covers much
broader range of behaviour, and is not confined to "group focal
conflicts"; secondly, it utilises the social pressure and the group
resources; and in the third place, the amphasis on direct verifiable
informetion in feedback helps to avoid the regression the therapist
tends to induce for getting the unconscious conflicts at the surface,

Golembiewski (1972) suggests six properties of helpful feedback:
it enhances mutual interpersonal competence, facilitates autonomy, seeks
" a special level, relies on a contingent process, does not destroy defenses,
and is most effective in group situations,

Feedback enhances mutugl interpersonal competence., Intcrpersonal
competence is defined as M™the ability to cope effectively with inter-
persomal relationship" .(Argyris, 1968), Airgyris suggests three criteria
of effective interpersordl coping: accurate perception of inlerpersoml
situation, more or less permanent solution of the prob’ems and the
solution contributing to the working together of both persons involved,
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Helping & person to know what effects his behaviour hag produced,
contributes to the davelooment of his interp~rsonal competence,

Argyris (1968) has discussed th~ conditions for increasing inter-
persomal competence through feedback —- through what he calls
¥eonpetence-oriented feedbackY, which he definss as "infomation

that is (a) minimally distorted, (b) dircetly verifiable, (c) minimally
evaluztive.? Contrasted with this is what Lo calls "survival-oriented
feedbuck: Minformation that is (a) interpr-tive and based on inferred
categories, (b) evalwative, and (c) contributory to insight with
psychological failure,"

Interpersonal feedback is an imoortant input for self-awareness,
Johari Window (Luft, 1963) is onc useful znd simple model of self-
awareness, 4s shown in Flgure 1, using two dimensions of known-to-self
and known-to-othcrs, a person's self-awarencss can be divided inte
four parts. "Public areat is that part of the s-1f about which both
the individual and others know. : his name, profession, known aspects of
his style, e "Hidden arez® is that part of the self which the
pergon keeps sccret from others. ®Blind area! consists of behaviour
of which the individual may not be aware, but which others know. For
example, mannerisms, nonverbal cues given by the individual without
being aware of bthem and his strengths of which he may not know would
fall in this arca., "Unknown arca® isg that part of the self about
which 1ittle is krnown either to the person himsclf or to otherss talents
that may suddonly be shown in future, commlexes etc.

¥nown to self Unknown to self
- . - :
| j
Known to P!.l'blic Al‘ea _l Blind Area
others ‘;
|
Tl
Unknown to Aidden Ares ’ Unknown Arez
others 1
| l
}
| ,:
Pigure 1

The Function of Feedback in Johari Window
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The role of feedback is to increass the M™ublic areah of
the self by reduocing the ®blind area." If the tblind area® in a
person is large, his 'control! over himself — using his strengths
effectively and overcoming his limitations == would be low,
Feedbcck may help him become aware both of his strengths, and his
weaknesses, and may give him an opportunity to managze them more
effectively, thus increasing his interpersonal effectiveness,

Golembiewski (1972) has suggested a function of feedback,
that it facilitates autonomy, Feedback increases the opportunity
for a person to use the information he may get through .feedback for
taking decisions about changing his behaviocur. H=1lpful feedback does
not tell & person what he should do, but raises questions to him
so that he may be able to take decisions himself. Continuous use of
such feedback may help e person exercise autonomy,

One of the functiorns of feedback is to help individual use
several sources for collecting data about his behaviosur. Instead of
relying on a single source, an individual takes initiative in
recuesting other sources to provide data about the effect of his
behaviour on them, Feedback received from multiple sources may help
the individual not only to check accuracy of his own judgement and
perceptions, but 2lso the accuracy of the feedback he is receiving
from & particular source., This function 18 very useful to help a
person became more sensitive so that he wegins to pick up cues which
he might have ordinarily missed.

TFeedback facilitates interpersonal communication by increasing
understanding between two individuals who are imvolved in the act of
feedback., The most important contribution of interpersonal feedback
is to the development of mut :ality between two individuals. The more
trusting relationship is developed as 2 result of feedback, the bettor
the communication will bo between two persons.

Mutuality 1s ®a circular interactive process coordinating
the needs of participants to the benefit of 21l involved" (Dedmon, 1973),
It is built thro.gh the establishment of trust. Experience and research
on feedback in Igboritory training situvation have shown that fcedback
contributes to the development of trust (se= Stoller, 1969). Unless
trust develops between two individuals the feedbzck given by one to
the other cannot be helpful,
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Although feedback har bern reported to be very efTective
in changing an individual'c behaviour, o few studies indicate
that, for the most part, a superintendentt!s perceived behaviour
did not change following fe~dbacl, Certainly an Mautomatic" erfecct
of verbal feedback cannot bc assumed, as Hermann and Stapf (1.973)
say, several factors contribute to tho effectivity of feadback,

Thé person receiving leedbacl, and his need for feedback,
is an important factor. 4 learncr mey need more feedback, and there
may be less need for operational feedback with increased leirning
(e.ge Wirstad, J; Crezutzcr, P. and Gyllensten, B, 1970). Tho person
giving feedback, his n=eds, pcrsonality, and his communication style
are also important, We shall refer scyeral such factors while
discussing the feedback process in a later section.

spplication and Uses of Foadback

Foedback has been very widely used in motor learning (z.Z. some
recent studies indicate Johnson and Leibouitz, 1974; Noriarn, 1974;
Payne and Dumman, 1974; Payne and Richardson, 1972; Rogers, 1974). We
shall discuss the rple of fe~dback in motor learning,

Foodback has be~n used, and found useful, in scveral areas.
Roll (1973) has reported the effectiveness of feeback in correcting
speech defects,s 9 f-und that rewval or reinstatament of feedback
resulted in a rapid increase and d ecreacz: respectively in the percentage
of nasalised responscs. Fredback has becn reported o facilitate transfer
of learning (Siegler, 1973). Subjects in the experimental group
learned a strategy as a result of feedback, Similar results for
transfer of le2rning havo besn repoThed by Zimmermen and Rosenthal (1874),
¥Fnowledge of results (KR) @s one kind of feedback has been found to he
useful in improving performence (e.z. Schmidt and Wrisberg, 1973).
The use of feadback eliminates commitment of errors (Sen and Ganapathi,
1973). Titus (1973) ‘found uscful in rocognition perfomance., According
to the findings of Petersor andr:rley (1974) 1004 feedback M"resultant
achievenent motivetion" (RAM) was significantly positively related to
the rato of learninn, This shows that under complete feedback condition
the achievenant motivation is able to contribute to learning. Feedback
hos been reported to contribute to error detection and error reduction
(2dams and Goetz, 1973). Stemalch (1973) has revorted results of a
research to supvort the viow that a memory trace is imprinted with
ferdback from 21l modalities ard that the amount of such feoedback
determines mamory trace strongth,
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All these are individual gain. Fezdback also contributes to the increase
in group cohesiveoncss (Bourmen and Siegel, 1973). Foodback has boon
found to benefit all levels of persons, and no class differcnces wore
found on the benefit from fecdvack (Turncr, Hall and Grimmett, 1973),
However, in one experiment those who had initial low scores on achicvament
tendod to gain the most from feedback (Tait, Hartley and Andeorson, 1973),

4 largc number of rcsearches have been dosne on biofesadback,
The feedback of the physiological functions of a person to him have
been found to help him contrnl even autonomic functions, Blanchard and
Young (1974), reviewing the lit rature rcport that the officacy of
bilofecdback has becen establishod for rmuscle retraining, elimination of
subvocal speecch while reading, and elimination of tension headaches,
In the arcas of elimination of cardiac arrhythmias, lower bloo¢ pressure,
and reducing sezurc freouency the results are encouraging, Iynch (1973)
has posed the problams of bisfendback in relation to conditioned reflex
theory. Effzetiveoness of biofeedback training for behaviour modification
nay depoend on several factors. Tt has been suszgested (Budzynski, 1973)
that biofeedback training could constitute & preventive technioucto
enable individuals to cope with the stress of a "future shock® onvirnn-
ment, Schwartz (1973) suggests a combined behaviournl-biological
model emphasizing (a) the natural r-lations between respons-~s, (b) the
exact manner in which the feedback and reward isgiven; and (c) biological,
cognitive, and environmental constraints as a potential means of predicting
whether biofecdback training will be clindcally significant for a given
patient,

Swartz and Shapiro (1973) emphasize problems of expectancy
and motivetion, personzlity and life-style, ard biologic constraints,
and conclude that blofeedback technigres should be viawed as »nly one
part of a combined behavioural treatment programme for hypertensive
patients, ,

Programmod instruction uses fecdback quite offectively,
However, this feedback is not interpersonal in nature, Feadback is
provided by the system. A4 more sophisticated mechanical fesdback device
is that of videotape. 1 person's behaviour is vidcotapad and the
videotape can be played back to the individual for a specific purpsse.
Videotape feedback has besn offectively used with psychiatric pationts
(inderson and Sainato, 1973)., It has beon roported to influence
self-ratings (Griffiths and Qinkson, 1973). Findi-gs of Muzckari,
Weimann and Kreiger (1973) indicate that the manner in which videotape
feedback is prcsented is a crueial determinant in its offectiveness,
However, alkire and Brunsc (1974) warn about thc danger of use of such
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a powerful technique, especially in interdependent dyads like a courle,
without proper care and evaluation, Videotzpc fesdback has also been
used with teachers. Erwin and Camnon (1973) discuss the use of
tape-recorded staff conferonce as & method for providing feedback to
school parsonnél. Rutherford (1973) reports the effactiveness of a
combination o £'a model and fcedback tape interventisn being effective
in chenging teaching behiviour, Solf-confrontition through such
feadback has beoen used for nicroteaching and has been found to be useful
for self-control and sclf-direction (Bicrschenk, 1974). .\rcher and
Kagan (1973) comparcd int-rpevsoml commnication skills training
groups led by undsrgraduate paraprofessional leads s using an inter-
personal process-—recall videotape-feoedback model with groups using a
limited structure encount~r group model and no treatment control groups.
Sixteen leadors were used in each typc of trainine ~roup. Participants
in the videotape feedback groups scored significantly higher than did
the encounter or control groups,.

Feedback has becn effectively used for the training of
school psychologists ( Conti and Bardon, 1974), counselors to improve
their performance (Sell, 1974), empathic responses (Carlson, 1974) and
sroup skills (Jacobs, Brown and Randolph, 1974)., Thc feedback model
suggested by Jacobs et al (1974) includes student practice in group
leadership and feedback, student participation in a grovth groun, obser-
vations of instructor-led growth groups (modeling), and instruction,.

Feedback has teen widely used in varicus kinds of therapy.
This ranges from physical therapy to psychotherapy, For example,
buncan (1974) rcports results of o very offcective application of feud-
back to modification of walking posturc., Feedback-has been applied to
the treatment of depression (McLozn, Ogston and Grauer, 1973), troat- -
nment of sexual dysfunction { Scrber, 1974) and family therapy (Z:rry,1972).
Barry (1972) has uscd systtms approach in cxpleininz the role of fced-
back, amphasizing the imbcraction betwecen family, socicty, and the
individual with refcrence tn the fecdback thit necurs within this complex
network of social svstoms. In feodback, part of the systaas output is
reintroduced into the systom as inforration about the output, To undor—
stand the functioning of a particular fa=ily, the mture of the systam
and its foedback moechanisms must be consid-re” as wall as ‘the nature
of the input., Vicwing the family as 2 subsystem of partial substructure
of the larger systen of the cormunity and as the fundamental unit
of the suprasystem, tho sncicty, Barry discusses the rnle of the nurse
in elucidating and ¢ffecting cange within this syston, Feeney (1273)
nroposcs that 3 functicns are required in a successful treatmont
programac ¢ task accomplishment, growth, and adaptation. Discussing
the information gathering activitiocs apnropriate to e2ch, it is suggcsted
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that tasl accomplisiment and growth are facilitated by direct
operational fe«dback, Guidelines are needed which would indicate
aspacts of the treatment setting to be invastigated and the most
appropriate data collection methods t» use., Fesney (1973) concludes
. that despite the lack of comprchensive guidelines concerning the
use of feedback in administering prograrmes, administrators of
regidential programmes should begin to make plamn~d use of feedback.

dn interesting design in the use of feedback has been
reported by Christensen and Arkowitz (1974), in dealing with
problens of dating.

_4an experiment was done with 14 male and 14 female unden-
graduates who volunteered for a programme to Incresse their dating
effectiveness for 6 dates, each date with a different opnosite-sex
member. Metching was done on the person-specified constraints of
age, height, race, and distance from campus. After each date,
subjects exchanged feedback forms via the investigator, Feedback
forms called for 4 positive aspects of the other and 1 behaviour
that the othcr should change. Heterosexwal interaction fregquency
and subjective measures of comfort increased significantly with
treatment. The experimert shows that effectiveness mav increase in
situations of mutual feedback.

Feedback s been one of the anchoar posts of laboratory
training, One of the main values of la“eratory training is to
develop norms of effective and helpf 1 feedback ( Schein and 3ennis,
1965). Shepard (1964) describes what he calls Mthe triangulation
procedure? for improving the ussfulness of personal feedback, He
uses the term to signify the notion thal views from at least two
positions are needed to locate a point in space., Shepard sugrests
threc phascs in the "triangulation procedure® in e T Group: members
become faniliar with one anotherts behavioural petterns and patterns
of explanation; each members discusses his significant relations
with and experience in the past groups, the present relations and
those in the f.ture; and "personal feedback in which the member angd
the group join in a scarch for connections between his membership
behaviour in the T Group and his reported expcricnces and anticipatior
with othoer groups,”

Several studies have bear rcported on the effret of foed-
back in the T Group on change of the individual'!s bchaviour,
Lippitt (1959) has reported that in one study 13 out of 14 feedback
group manbers changed in the direction in which the group wanted thenm
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to change, whila only 8 out of 14 in thc nonfeedback group showed
such changc. Gibb (1960) in several studies found that those who
zot fecdback had higher commiiment to and expectations from the
ZTolDe

Conmparing the labsratory training and therapeuatic groups
Horwitz (1084) comzcnts : "The training grovp depends nore upon personal
feedback from onets peoers, while the therapy group depeonds largely
on the thorapistts interprstation of transfercnce to him M

Myors et al (1962) found that 'subjects in experimental

groups who.filled out sociometric questionnaires and received feed-

ack on their mutual ratings showed a significantly greater increasec

in sensitivity during a 3=-day pcriod than control subjects who were

not exposed to sociometric procedure. Subjects in contrcl zraups
who rated ong ansther but who &d not receive feedback did not show a
‘significant increase in sensitivity betweon the beginning and the end of
the workshop.

Some studics have resorted the use of feedback in changing
cleseronn beohavisur of teach-rs, Parcck and Reo (1971) used interaction
analysis and found his technique as very -ffective in chonging tcacherst
clageraom bshavisur, Feelback was given by the eéxperts as well as
colleagues in the same experinent. Feedback fronm students has been found
to be offoctive in changing toxchers behavisur, Onc study (Braunstein,
Klein and Pacha, 1973) rovorts siznificantly groater incramenmts in
porformancee between nidberm ovaloations and evaluatiosns collacted at the
end of the term in feodbick condition., It seans that the dissonance
caused by the feedback betwecn self-perception and perception by
others makes tho feodback offceetive, Centra (1973), for cxample, found
that gtudent ratings produced more changes in those teachsrs who had
rated themsclves more favourably than their students. However, the amount
of regative feedback may be an imnortant factor alsc. Panbookian (1974)
has reported that instrocters who were originally svaluvatd mhderately
well benefited moct from feedback.

Feedback has beon tried for improvanont of student overzll
perfomance. Borncr, Hzailton and Best (1974) report 2 procedurc which
chabled each step of the solution of clinical problens t~ be evaluated
independently by providing foedback to medical studeonts at each decisinn
point, Undersraduntc medical studonts read an oxtensive data basc
and constructed problem lists, ordercd -iagnostic tests, and planned
for the ranagarent of the patient,

Feedback is ar cssenticl part »f human ressurces dcvolomment
in orranisations., Performance an? potentinl apnraisal systeams cawy not
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bs effective in the absence of effective feedback and emiloyec
counselling. For effective implerentation of esppraisal systems in an
organisation, it is necescary to train managers at various levels

in the skill of supvoertive and helpful feedback, Feedback should
help an amployee identify his strengths and weaknesses (giving
emotional support to him whenever required) to comtribute to his
growth and develonnent,

Feedback and Personality

Does the benefit from feedback depend on the personality
of the individuwal receiving feedback? Cr, what kind of feedback
help which types of personality rore? Some research evidence is
aveilable on these questions, One dimension of perscnality found to
be significant in relation to feedback is locus of control. It has
been reported that while intrinsic feedback ( self-discovery of
success) was effecctive in influencing the performance of those who
were high on internal control, those who were high on external
control attained superiority of performance under extrinsic feedback
(unverifiable verbal praise) (Baron, Cowan, Ganz and McDoland, 1974),
Similar results are reported by Seilack and Tillman (1974), those
high on external control resp-nded only to evaluation, and those who
were high on internal control respondzd both to task differences and
external evaluation.

The Process of Inter-personal Feedback

The process of interpcorsomal feodback is a transactional
Process: the transaction being between two individuals as a unit,
although in a group such transactions are taking placc in several
paires of individuals. The transactions are fairly complex. The feedback
in this sense is not mercly comnicatisn of impression by 4 to B but
it is establishing understending and a trusting relationship between
two individuals. In ordert » understand the process in details, we
shall examine the process of a feedback cpisode in detail, A feedback
episode is one act of cormunication of information by an individual A
to another individuzl B about how the farmer has sczn the latter,
The process of a fecdback episode is diagramatically shown in Figure 2,
The various parts of the process are discussed below,

1. Psychological mekeup of the persons involved in foedback (Boxes 10a,
10b and 11)

The logical and chronolsgical beginning of a foedback
episode is with Ats perception of B's bchaviour. But the psychological
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backgrounds of both A and B functicon as intcrvening variables of which
we should be awarc in the beginning, Both individuals name their own
needs, their valuc systcns, and several aspects of their personality,
An Individual mey have & high necd of aggression while another
individual m2y have 2 high necd of depondency, These two individuals
(both one who is giving and thc other who is receiving feedback) will
behave in entirely two difforent ways. In addition to thelr ncods and
other psychnlogical background, they may have a pottern of relationship
(Box 11). They may like cach other, or may hate cach other, They ey
have accepting or non-accopting rclationship. These factors are
important in influencing scveral aspccts of the fecdback episode,

2. A's percception of B's boheviour (Boxes 1 and 2)

In an incident wh-re 4 and B are involved, and whare B has
shown some behaviour, A pcrc:ives the behaviour in certain meaning,
He roceives the stimuli of Bts bchavisar, For caxample, hc listens to
what B hes said, obscrvoes how he has said it. In roceiving both verbal
and non~verbal. s‘tﬁnull (Rox 1), A gives meaning tn them (Box 2). The
way he percecives or int-rprets the stimuli hs has rec-ived from P denends
to a great extmt on his psycholorical makeup as well as the I"’latlorshl]
hc has with B. As shown in Fipure 1, this perception (Box R) is
influchced by the intervoning variable of the psychonlogical makeup of
the individwal and his relationship with B (Boxcs 10a, 10b and ll).

3. chmunipation of the.-perception by 4 (Box 3)

A comrmnicates his peorceptisn to B, &nd this is what we
usual'y call feedback, Communication may bc either verbal (Box 3a)
or it may be non=verbal (Sox 3b). Usually verbal comunicatisn will
be more opens If A is clear about what he wants to communicate and has
no hesitation in communicating it, he will usually communicate verbally,
However, more mrgssages may be communicated through non-verbal cucs,
If A does not fcel free to comunicate to B, ils resentment he may
sti1) communicatec it by a smileless interactisn, by a frown on his
eyebrow (of which he may not be conscious), by indifference he may show
t5 B and s» on. Theso non-verbal cues arc in many cases much more
significant than the verbally dclivered messages, In many cases, the
non-verbal cues ray bc just the opposite of what is verbal’y corrunicated
For exarple, & nay tell B that he is enjoying th~- cwnvcrsatlon and the
points raised by hin, but may look at his watch from time to time, withsy
being aware tlet he is giving a2 non-verbal signal of being fed upe Such
contradictery verbal and non-verbal ncssages may distort corrmnication
and may reducc the eff.ctiveness of fecdback, In many cases, the non-
verbal cues arc much stronger and the message may be loud and clear
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In meny o ther cases, the non=verbal cues may be fairly weak and may
not bo picked up by B. There are mary percopbions, however, which
renain uncomrunicated (Box 3¢). An individuel may feol highly
azitated and yeb he may not cormmnicate his resentment or anger either
in the verbal fom or through non-verbal cues, Such uncormunicated
perceptions ray distort the cormunication furtmer and nay come in the
way of effectiveness of feodback, MAs shown in Figure 2, the way the
nessage 1s commnicated -- vorbally or non-verbally, or swme perceptions
remain uncomunicatod —= is grcatly influenced by the individualls
persomal background and his rclationshis with the other individual,

4, A's Style of communication (Box 12)

One important variable in the feedback cpisode is the way
4 corrmnicates his peorceptions tc B. 4gain A's personal background
and his rclationship with B influence this. 48 we shall sce in a later
section, many Ways of comrunication contribute te the effcctiveness
of feodback, Whether 4 cormmunicates his judgenent and, thorefore,
his eriticism and disapproval 5f 3, or whether he comrmnicates only
how he has becen affceted by B's behaviour would imke 2 great doal of
difference to the feedback being cffective or ineffective, These
various ways arc discussad in 2 la2tor section.

5. B's perception of the feefback ( Box 4)

ifter A has given fo~dback, usually v:-rbally, B Teceives
it and he poreeives the feedback in a particular way, s ray sce it
as A had intcended or his percoption mey be quite different from what A
wanted to comrmunicate. For cxemple, B may perccive the feadback given
"by his boss that he appreciated what A did as a cue for B to gt
approval for various things he does from his Boss ., alth-uzh Ate
intention may have bcen to commnicatc that B could independent'y
do scveral things now. These percepiions do not got clearrd unless they
are checlied, and one inportant part of fceedback is the checking of such
perceptions of nessages,

6. B!'s percoption of als style of cormunication (Box 13)

Along with thc percoption of the message, B also reacts
the way the messare was sont by 4. T the communication was more
descriptive and persomel, providing porsonal data by 1 aboul how he
felt in relation to B's behaviour, or helpful in ancouraging B to try
naw bchaviour, he may sce the eorrmunication as helpful (Box 13a2). On
the other hand, if i's comrmnication is morc ccecusing or judgamental, 2
nay see the comwrmnication ag threateoning (Box 13b). Such pereeption
is a eruecial factor in detcormining what B will do with the fendback
he receives.



7. Gap botween the roceived fecdback and Bts sclf concept (Box 5)

When B rcceives feadback from i, the feedback may be quite
close to what B thainks of himself, For exampie, if i comaunicetes to
B that thc former saw the latter ae emotional, 3's reaction to this
fendback will depnnd toc some extent on whether B perecives himsclf as
emptional or not. The focdback mav oither confirmm what B thinks of hims-if
or it nmay disconflrm his s:1l careccnt,

8. Dissnnancc causcd (Box 6)

If the fesdback reccived from 4 confims what B thinks of hlmself,
it may reinforce his behaviour. flowavar, if the feedback -raccived from 4
disconfirmes what B thinks himsclf, it may causc dissonance, Dissonapco
has been found t» be ar impertant xaotor in oithcr producing change or
rejcetion of the feedbzck, If the foedback is seon as throathnlng, and
if it »roduccs dissonancs, it is more 11kclv t-5 be rejocted (Rox 6a).

Freemarn (1973) in a st dy of undorgradvate students found thnt
subjocts who rocelved ﬂOgutIVu fcedback reducod dissonance by rejectin
the feedback by denouncing the interpreter, whereas subjects who recelved
positive focdb ek were more likely ts chiango their sclf-reports in the
diroctiono f the interpretation.

9, Dissonance reduction (Box 7)

The fecedback is not outrigh® reojected. Dissenamcoe has tp be
reduced becausc an individual camnot live in a stoate of dissonance Tor
long. Dissonance may cithor be rzduced by confrorntation or threugh |
defensive behaviour, W. shall discuss these in morc details in a later
section, If B sees fcedback zg helnful, he may explore further with A,
4nd, as a Tesult of such eynloration, he may do something about this feedback
This is confrontation (7a). Howewsr, il he sces it as threatening, he may
usc all the defonse nochanlsms>to deal with fecdback (7b),

10. Changs in B'z bchaviour (Box 8)

Depending on the personzlity baciground of the individual and
whether feedback received is scen helpful, B nay take the deeision to
try new behaviour and ther fore, change a part of his behaviour,
ouch experinents in change wcy setisfy him, Chenge in 2 behaviour ag
a result of focdback, will, ther fore, dcpend on how feedback is
given and whother it is ceen asz helpful by B.
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11. B!s behaviour after foodback (Box 9)

B may stiil centinue to show his 0ld b haviour 1f foodbuck
has been rcjected, or he rmay cven usc sone defonce mochanisns tn
deal with it, Or, hopefully, if he finds the fecdbrck useful, and A4 has
taken carc to make it usable by B, he ray indicatc chenge in his,
behzaviour and my show now behaviour. This bchaviour starts a now
cyele of cormunication., A pcreeives the post-fecdback behaviours Then
a2 now .@isode starts beginning with the percoption of Bts behavisur by
A. This cyelic process is indicated in the figirc by arrow gring
from Box 9 to Box 1.

The fecodback cpisode starts with 473 perception of B, his
"backgro. nd of needs, values, cte., his communicatisng »f his
porcoption to B, Bls porception of feedback as helpful or thrcoatening,
Blg ways of dexling with the feedback (cithor by confronting it or
by rcjecting it or using dofencencchanisis), and Bls undcrgoing some
chiangce 4s already stated, the transacti-n is rwch more complax
than depicted here. But this paradign docs show the basic clanents
in such & transiction, ’

Topos of Fécdbacg

Tecdback can be classificd in sevoral ways, Different
terminologies have been usod tor denote the same type.of fexdback,

Weo can discuss thce f2llowing tynese

1., Personal versus imperssnal

Feodback rmay be given either in 2 faco=to-face situation
through verbal cues, or in an impsrsonal way. 4An examplc of an
extrai~ly impers-nal feedbacl would be the use -~f nechanienl symbols t-
give foedback, In perssml fecdback there is mich mwre interactisn,
and rutuality dovelops 28 o result of such interaction. This may not
be possible in impcrsonal feedback, Xeilman and Stonman (1974)
in an cxperiment on loarning of retardates hove reported that verbal
(personal) feedback resultod in better leerning amd retention than
rechanical (irpersonal) fecdback,

2 Positive versus negative

\
Fecdtack in which inf-mation is given about tho success
of a pe—s=ny or his offectiveness in a particular arez, my be
called positive feodback (although the words prsitive and negative are
not a hanpy cholice)e Negative fecdbacs nay be used for tho infrrmation
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about & nmers-nt's failure »r lock of effectiveness in a particular arca,
Although the c~rmmrative effectiveoness - positive and ncgative

feedback will depend, armng nther factors, on the percestisn of and
emotional relotionship with tho feedbnck-source, res: 1ts hive shown that
positive feedback produces mare credibility »f fecdbrek and results in

" drproved perf-~rmance., Undergraduatos reoceiving feedbock in an experiment .
by Jacobs ot ol (1¢73) consistontly rmted positive feedbace as more
creditle, In oncthor cxporinent of Joocb!s gt @l (1974) positive
fcodback was rated as mre credible, desirable -wd ~ffoctive. Tn annthoer
study by Butlor and Jaffoc (1974) ncgative fcedback inereased nogative
soeial aotisnal behavisur, Gibb (1960) found thatpositlve ferdback
rosultsd in cofficiency and participyati~n and low defensiveness, In an
cxperiment on concept learning Greene (1974) found that subjects ‘
learned frn positive inf~rmation indiceting which response was corroct,
Bositive foadback s beon roported to increase group cohesion (Jaeobs
ot al, 1974). Positive feodback produces "Pygmalisn® offoct (Roserthal
and Jacobson, 1968). Bridgeman (1974) found that subjccts given success
feodback (i.c. told that they had raceivad a high scHre on the previsus
test) scored significartly hig-er than subjccts given failure feedbade,
Failure feodbrck clso incrensc anxicty (Auerbac', 1973). Anxicty moy
causc negative sceial behavisur, and those getting positive fcedback

ray have their energy for the tasks, 2nd may beesne tosk-oriented (Butler
and Jeffer, 1974).

3« Descrintive versus evaluative

The focdback can either describe the behavirur of an' individual,
or my ovailunte it, in terms of agprowml-disapprevel. Weisenberg (1973)
found that affective (cvqluative) feedback was not as coffective as
infmmative (descriptive) in yielding a high performance level., Hwwover,
both led t~ conditioning, Jacobs cb al (1974) found that the credibility
and usefulness ~f affective (cvaluative) fcedback is high only if the
foedbock is positive. In othor words approval »f 2 success or desir:ble
behavisur is accepted and produces change; if failure experience is
to be fed back, it may be better to d- this without comrunicating
disapproval. Jacobs et ul (1973) report that those receiving behavioural
(deseriptive) feadback reporto? the most gain fram the experisnce.

4, Spceific yeorsus genernl

Feoedback ray be either osn the specific aspects of bchaviour,
or it may te a general deseriptive, If a porson gsts foedback on .
specific aspoects, he may be able t» d»> something, However, if the feedback
is in genorel terms, the person rey not be able tn take specific steps,
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It, ther-fore, appears that specific feedhback is likely to be nore
uscful than ceneral, Greeno (1974) has found this in his study.

5. Vorbal versus nomverbal

) Fordback may be given Uy using words, and by face-to-face
corrmunicatisn with the other individu2l, or it may be given in nonverhal
f-rm, Usually verbal foedback is more ope and intinnil, while none
vorbal feodbick is more invoaluntary, ond without much awarencss sn the
part of the person giving freedback, 4 p rson's effcctivencss in giving
feedback can increase if he bocomes awirc of non=vermal cucs he usos,
and lcarns t~ comunicite thegse in verbal f£orm.

6., Sclf-aduinistered play back

Discussisn in a group or conversatisn betwroern individuals
noy be tape recorded and the individual moy nlay back the tape, listen
carcf. 11y t- what is sald and what is nmot said, and may reflect »n his
verbal behavinur, ostherg! reactiosn to hin ebe, Such feedback has been
used in problan-s>lving clinies (Bouchord, 1969). Sinilarly, videotape
can be playod back znd the person may geot an opportunity towateh as well
as listen to events in the group (Dchon, 1967). The adventage of
videotape is that nonvorbal cues arc not lost, 2nd 2 person can incroase
his seneitivity to such cues by using this feedbaick nicthod.

7.+ Instrumcnted feedback

Robart Blake popularised the term instrimoented feedback,
Persons £i11 out questionmires, foras, ete. and tho results are
sumarised for the group (c.g. Heller, 1969), The results nf the instrue
nents ean be given t- the individuals, with their interpr-tatisns, Tho
individuals arc free to use then in any way they like. Tho advantage
of such feedback is that the pers-n getting the feedback has cnough
conerete data to exomine and think, He =y find it difficult t~ deny or
reject the dota,

HMakin

the Trensiction Effcetive:Giving Feedbock

Foedback is an interpersonal transaction in which two
persons are involved, The offectiveness of this transzetinn will,
ther fore, depend on the behaviour and responsc »f boti the persons,
the feedback providcr and fecdback roceiver., One who is giving feedback
cen do several things to ensurc the offcectivencss of feelback. What
is discussc? below indicates somz »f the things which 2 person who is
gemuineonely interested in helping ancther person usually dses, and,
ther-fore, becomes effective,
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1. Is descriptive and not evaluative

The person who gives fe~dback should describe what he
sees happening rather than pass his judgement over it, The
description can be either of the effect of the behaviour of the
other person (B) on himself (A) (™your Temark made me angryn),
or the factual statement ("in the last 10 minutes, you repeated
the same statement four times"), or the effect of B!s bemaviour
on others as he obsorved it., Such descriptive feedback may
provide enough data for the other individuel (B) to think and take
some decisions. On the other hand, feedback could be evaluative in
several ways, Bither the individual may make a judgement ("your
behaviour was not proper®), or may criticise or categorise the
behaviocur ("you suffer from inferiority complex"), or may give
advice ("you should be bolder®), Such evaluative feedback does not
help a person. Descriptive feedback is helpful in making 2 person
more autonomous in taking decisions about what he would like to do.

2. Is focussed on behavipur of 2 person and not person himself

The feedback is to help a person think about his behaviour
and take decision to change his behaviour, The feedback given on
the person as a whole is not helpful because it takes the fom of
evaluative feedback and the person does mot khow what he can do
about it. When feedback is given about behaviour of a person, he is
in a pogition to decide what could be. dnne about that behavisur,

3. Is_data-based and gpecific and not impressionistic

Effective feedback gives specific infomation about behaviour
and provides data t» the other individual in the form of observations,
feelings which his behaviour has evoked, and various pther facts
observed. These help the person, However, if feedback is general and
based on impressions, it tsnds to be more judgemental., Bven if it
is non-judgemental, it may not help & person prepare a strategy for
changing his behaviour.

4. Reinforces positive new behaviour

- BEffective feedback helps a person decide which behaviour he
will continue tn be offective. When a person is experimenting with
new behaviour, positive feedback is likely t- reinforce his behaviour
and he is able t~ stabilise it as a part of his persomality, In
this sense, positive feedback is very helpful. Criticism or negative
feedback docs not help. It only increases the chances of a person
become defensive,
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5. Is suggestive aind not prescriptive

In many cases, the p~rson giving feedback may suggest
alternative ways of improving. Tor example, when the feedback
indicates that person B 1s not able tn confront peowle in the group,
members may like t~ make sugrestions for him t~ improve., Hwwever,
these suggestions should be in the form of alternates ways opento
B for increasing his confronting ability. Feedback given in the
prescriptive form, i.=. what the person should do, does not heln the
person and it only makes him either dependent, or such advice is
ineffective since the person himself is not involved in the decision
taken.

6. Is continuous

Usually effective feesdback does not stop with one act of
feedback, It establishes a relationshin of openness, The relationship
is a contiming one, usually resulting in continuous feedbac-, Moreover,
feedback when repeated is likely t» produce better results. The repeated
feedback may reinforce what was communicated and may give opportunity
to the subject to discuss feedbeck, TForeit (1974) has reported better
res.lts with continuous feedback,

7. Is mostly persomal

Effective feedback indicates the involvement of the person
who is giving feedback in the process. If the person provides evidznce
from his own experience, and gives data atout how he perceived or
was affected by the other person!s behaviour, this is much more genuine
and helpful., If the person provides other information and data in addition
to making his own feelings and perceptiors available t~» the other person,
these will be much more effective, However, if only objective feodback
is given without the person making hi® own behaviour, the transaction
of mutuality is not established and the feedback is not much effectiva,

8. I3 need based and solicited

Feedback which is soliclted by the person is much more
effective than if it is given without such a need, The motivation of
the person then is high to listen carefully to and use such feedbaclk,
Hensen (1974) found that feedback under solicited (learner—controlled)
condition resulted in more decrease in anxiocty, and led t» higher
error-elimination. '
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Ds Is intended to help

Th> basic motivation of the person who is giving fe~dback
is important, If Fis motivetion is to criticise, or point out the
fault, or convince thr other person about the accuraey of his
percenta_on, the feadback will not be effective. Howover, if the
feedback is intended to help the other person, this itself will
influence the way feoedback is given and it is likely i» be very helpful,

10, Focussed on modifiable behaviour

The purpose of feadback is to help the other person do
something about his behaviour and increzse its effectiveness. This
is possible when feecdback focusses on behaviour about which the person
can do something, For example, feedback given on stammering of a
person may not be useful because it only reinforces his negative
self imege, and the person cannot do anythlng about the stammering in
the normal course,

11, Satlsfles needs of both

Feedback is a mutual transactlon. For 2 transaction to be
effective, it should satisfy the needs of both persons, Feedback also
has to do this. The need of the individual who is giving the feedback
may be to help, to influence and tn cstablish better rclationship.
These needs should be satisfied and thc person should be conscious
of this, and use this for building mtuality., If thc person giving
feedback has a high need of recognition, and, ther~fore, feedback given
by him is motivated by this need, he may at some stagz share this,
after he becomes aware of such a need. Fcedback based on needs of
both persons helps in building mutuwality. And when the persons
involved in feedback are able to share their awareness on such needs,
the relationship of mutuaiity will be moTre effective.

12. Is cheeked and verified

While giving feedback, the person communicates one set of -
perceptions. Unless these are checked with the perception of various
other persons involved, feedback may not servc the purpose, Feedback
can be effective if an attempt 1s made both by the person who is
giving fesdback and the one who is roceiving it to check it with
various other persons in the group.

13. Is well=timed

Feedback should be well timed, Timely fesdback has been
reported to influence prrformance (Mosel, 1958; Weber, 1971). Timing
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means several things. In the first place it should be imnediately
after the event has occured on which feedback is to be given., Ward

and Maisto (1973) report that delay of feedbzck significantly

irmpaired the rols of learning, Similarly Harrison (1.973) reports
immediate conscquation (feedback) tn be effective in leaming, although
Kipnel {1974) found no significant differcnces among groups recceiving
immediate or delayed feedbact., The advantage of irmediate feodback is
that the person has high-r motivation to roflect on the event, and can
examine sceveral dimensions of the event without much dlstrection,

Sceondly timing would also moean that the person should be in
& position to receive feedbvack and use it. For exémple, in a group
situation when some feedback may be botter given when there is mough
trust in the group, In timing feedback the main criterion used should
be whether the feedback is likely t» ovoke defensiveness, In circumstances
wherce feedback is likely to be perccived as an attack or criticism, the
feodback may not be helnful. '

14. Contributes to mutuality and building of the zrown

Feadback should be instrumental in building relationship of
openhess, trust, and spontaneity, If it does mot chntribute to such
mutuality, it cannot be said t- be effective. Effoctive feedback not
only contributes to rmutuality, but helps in building the group thr-ugh
the development of interpersonal effectiveness of most of the members of
the group., In this sensc, feedback goes beyond mutwelity of two persons
_and contributes to the growth and development of the entire group. The
function of feedback to do this should be cxanined from time to time
so that people involved in the fecdback process may be ablc to teke
decisions and monitor the fecdback mechanism for the achievement of this
goal,

Mcking the Transaction Eff~ctive : Recciving Feacdhack

The effectivencss of foedback depends ae much on how it is ]
received and used by the person for whom it is meant (B), as much as on
how it is given by A. Ag discussed 1n the process »f a feedback episode,
if the feedback confirms the image of B, it reinforces his behaviour.
However, if the feedback disconfimms the s:lf-image, or oxpectation,
dissonance is caused. According t~ the dissonance thenry, when an expectancy
1is disconfirmed, psychological tension is caused, Fxperimental evidence
is avallable on subjects receiving discrepant outcomes as beoing more
tense and more uncertain about the permenence of this outcome (Brigderan,
1972; Feathcr, 1969), Dissonance may reosult cithor in change of behaviour,
or in conflict and threat which may lead to what is c2lled cdefensive
behaviour, The person receiving foodback, 'my, therefsore, broadly sHéaking,
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use either défensive behaviour or confronting behaviour to reduce

dissonancs, Figure 3 gives the summary of two sets of behaviour,
defensive and confronting. We shall discirss these in som~ details
here, '
Defensive Bechaviour Confronting B-haviour
l, Denial Owning
2e Rationalisation Sclf analysis
3. Projection Tmpathy
4, Displacement Exploration
5. Quick acceptance Imta collection
6, Withdrawal Expressing feelings
7+ Agrression H:1p seeking
8, Humour Concern
9, Competition with authority Listening
10. Cynicism Positive critical attitu
11, Intellectualisation Sharing concern
12, Generalisation Experimenting
13, Pairing Relating to group
Results in Regults in

conflicted self

Integrated self

Figure 3 -

Dafensive and Confronting Behavisur in

Dealing with Feedback

When the individual feels threatened by the feedback he receives
(for exemple, if he is ecriticised or blamed, or given what he may consider
as negative feedbacl, which he does not descrve, or does not arree with),
he may build some defense around his self so that he can protect his self
from the threat, The concept of defense mechanisms was introduced by
Freud. He studied several defensec mechanisms people used in psychoneurosis,
The use of defensive behaviour to deal with threatening feedback is like
using pain killing drugs to doal with the pain experienced by a person,
These reduce the awareness of the pain; but they do mot deal with the main
cause of the pain, The same is true of defensive behaviour, Defensive
behaviour may create an illusion of having de2lt with the sit.ation, but
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it does not change the situation or behavi~ur. For exemple,

if a subordinate recelves negative feedback from his superior

officer that his notivation in th- past year has been low, he

may feel threatened by this feedback. H~ may reduce the threat

by projecting his anger to tho superior officer and say that he

is saying this because he is prejucdiced. This may satisfy him

and he may not fecl threst-ned any more. However, this ncither
changes the situation (the superior officer will continue to

fecl that his subordinate has no motivation), nor the behaviour

of the subordinzte (the subordinzte will continuc to fecl that

his superior officer is prejudiced, and, ther fore, he néed not
change his behaviour). Defensive behaviour, ther~fore, does not
serve the purpose, and it may mercly reduce anxiety. The conflict

in the self is not resolved. "xcessive use of defensive behaviour

is likely t»n Tes:l1t in conflicted sclf, or to what Golemblewski (1972)
calls degencrating process. On the other hand, if confronting
behavisur is used, the conflict is reduced and continued use of such
behaviour will result in an integrated self, or what Golembiewski(1972)
calls degererating process.,

It is not the intention to suggest here that defensive
behaviour in all sit.ations is bad., Wor are we suggesting that
no defensive belaviour should be used, 411 of us use some amount of
defensive behaviour, and it is not possible to do awey with it,
In meny situations, defensive behaviour may be functional. However,
if the main purpose of feaxdback is to develop rmutuality, and if
both persons involved in giving and recciving feedback are interested
in building a relationship of trust and openness, the more defensive
behaviour is uscd, the less effective the feedback will be. In order
to make feedback effective, an attampt should be made to move away
from defensive behaviour toward confronting behaviour. The individual
receiving fecdback may examine what dofcnsive behaviour he more often
uses, and he may preparc a plan (preferably taking help of same
other person or persons) for reducing this bshaviour and moving
towards the corresponding confrenting behaviour as indicated in
Figurc 3, We shall discuss these pairs of defensive and confronting
behaviour below,

1. Denial versus owning

17 a person receives a negative feedbzck which threatens
him, the first tendoncy is to deny it. Denial will certainly reduce
the anxiety because he may convince himself that what he was told
was wrong and he need not bother about it, But it does not help the
individual change, nor the sit.ation to improvez. Thz corresponding
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confronting bcehaviour irn such a situation would be owning up the
fcedback even if it is disturbing., Owning the behavisur is rmch
more difficult and Argyris (1971) hos suggested tlnt it is at a
lovel in thc hicrarchy of btchaviour contributing to interpersomal
competence. Owning up docs not nean readily acceopting the fecdback,
4s wc shall scee later, quick acceptance is also & defensive
behaviour., Owaing up maons boing open to acecopt the limitatisn after
cxonining and eollocting nocessary dota from various sources so that
the individual then may be able ts d» soncthing about it. Owning wp
indicotes the respoet the person has for himself, and only highly
sclf-rogpocting persons are prepared to own up thelr behaviour which
may be secn as thelr linitations or weaknessecs,

2. Ra?ionalisation vorgus self analysis

The usurl tondency with noegative feodbach 1s to find the
roason to explain onets own bchaviour. For cxample, if an aployee
receives the feedback thnt his mhtivation was low, he may find a roassn
to explain this low motivation - which is the process of rationalisation
and theroby absoslve himself »f the responsibility for low motivatisn,

Ho fay aseribe it to his physical 111 health or t- some problems in his
fanily and g» on. Not that there may not be reasons for low rmotivation,
but quickly finding remsons for some behaviour prevents a& person fron
owning that behavisur and being responsible for it, Rationalisation,
therefore, docs not help. Instead, if the person doos same sclf-analysis,
and finds why this kind of beheviour was picked up or what is the

neaning of this fcedback in relcotion t5 what he usually does, he may
find many thingd t» ponder over and he nay get sone ideas of improving

his behavisar,

3. Projection versus empathy

In most cascs, negative feedback causes anxiety ant resentnent
in the persone I" the s-urce fron which the feedback is recelved is |
not trustw-rthy and it is diffic.lt for the individual receiving feedbadt
to openly explorewith him, he is 1ikely to feel resentful and angry,
4 pers-n cannot be angry with-~ut any causc; stherwise, 1t will create
dissonance and conflict. In orderts roduce this conflict, and in order
to justify resentnent, the person receiving feedback ray project his
feeling of resentment, and to the person giving feedbzck. Then onwirds,
he nay see the person who is giving fcedback as angry, biased, ete,
This is the process »f projectinn, In projection, thec person projects
his own feclings about the other person to the latter one., Prajection.
is a defensive beleviour and ray help reduce anxiety, But like other
defensive bemviour, ‘it does not help, Instoad of being angry, and
therefore, project resentnent t» the other person, it may be uscful for
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the parssn recciving fecdtack to amathise with the ~ther ncerson, try
tr sce from his point of view and understand why such negcative feadback
has been given. This may held in incronsing understanding.,

4, Displaccuent versus cxploretian

innthor well known defensive behavi~ur is thit of displ~cceont,
when an individunl who cainnst oxpress his angtr or resentnont t- -
person who has given foodback becanse the lattor may be in o powerful
positions expresses his ang-r t- sonebody else who is weaker than himsclf,
in omployer who becones nueh more strict with his swm subordinites aftor
he gets nogative foedback from his boss is an axesiple of displacenent,
Displacecnt is asually used in situsitisns.in which the person giving
feeback ds in 2 strongor posivion, and tho porson recciving foedback camst

" ozsily express his resontront t: hin, 4 -mro helpful bchrvi-ur may be to

aplare with the person who has ~iven focdback by csking hin whore and how
this behavisur wes scen, Discussing th~ dotails with hin may help gotting
nnre cvidenee and dispellirg some of thoe ndisgivings of the feadback provider
olso.

5. Quick acc ptance versus data ccllection

Quickly cceccpting a feedback is »ne of the fams »f rojecting
tho feedback. Th best way ©o kill an i7c2 is t~ feod it with swert
words, Whon 2 porson ceecopts foodback without any consi? eratian, he wants
ts escape the posalbility of exploring and d-ing s-mething about the
fecdback, Instead »f quickly aceopting the fee™ac given, ¥ my be
botter t~ enllact the @iffcront aspoets of foodback bath fr-m the norson
who is piving fee™ack ond from other sources, This way help in incrensing
interporsanal of factivencss.

6, Withdrawal versus cxpreossin~ foclings

When 2 prrson ferls helploss, on? £inds hinself in 2 nHosition
where he eannot cxpress his resontment, he roaets by Ilnsing inteorest in
his w-Tk, cubttinsg sut his internction with tha ncrs~n whh is giving foedback
anl gencrally showin~ signs of withdrwnl, Such withdrawnl bchovi-ur
nay not be h~lpful ~nd my, in fact, drtorisrnite the siturti-n. Tho
nore eonfropting behavi-ur which my be holoful in such 1 ense is cxpressing
of foelimge »f boing hurt t~ the porson whs is riving fooebicks Tv is o
fifficult thing t~ db; but if the pers-n tries t- preetisc it by cxpressing
the feelings in » mnttor of fact way, comunicating tht ¢ rt2in things
hurt hin, h- noy find it incrensinzly casicr t~ 4~ this in futurc.
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7. agcression versus help-sceking

Another fom of defensive behaviour is expression of
ag-ression towards the person who has given feedacl., .After receiving
the feedback from a person who is szen 4n a lower pecsition or less
powerful position, the person receiving feedbacl: who is in 2 nore
powerful position nmay shout at hin or may express aggression in wvarious
other forms, This may be easler to dos but it does not solve the problen,
Instead of showing aggression, "if the person who is receiving feedback
seeks t he help of the person who has given feedback in knowing more
about that part of behaviour, and in planning ways of dealing with it,
the feedback 1s likely to be used for changing behaviour for the better,

8. Hunmour yersus concern

In some cases, hunmourous ways of dealing with feedback are
also eployed. Humour 1s a great quality. However, whenit is used to
cover up somecthing, and to reduce anxicty caused hocause of dissomance, it
docs not help, and it becames dysfunctisnal. Instead, the person may show
concern and this concern will help him axplore further in the direction
of improvement of behavisur,

9. Competition with the authority versus listening

In a T Group situatisn, a member who reccives nemtive feedback
is likely t~ deal with it by compsting with the trainer (the symbol of
authority), by putting alternate thenries to challcnge the trainer »r by
suggesting different ways of interpretation, ete, This may be highly
satisfying to him, However, this may be dysfunctional. The member may
be benefited if he listens to what has been saide

10. Cynicism versus positive critical attitude

Negative feedback can be brustad aside by cynical attitwde, that
most peopls say things which do not deserve consideration and that, in
genoral, things are pretty bad, On thc other hand, a positive critical
attitude helps a person exenine what feedback is given and sort out those
parts which sean to make sense and reject others which d> not come up to
the criteria he sets to exenine them. Such attitude is helpful.

11, Intellectualisation wversus sharing concern

In a T Group situation, or in swme other group situations,
negative feecback is ignored by a process of intellectualisation, spinning
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theorics in explaining matters when the r-el need rey be to share the
concern the porson has with others and teke their help irn dealing with
the problems he moy be facing.

12. Generalisation versus cyperincnting

L}

One fom of defensive tchaviorur to deal with negative feadback
g t~ gen-zrolise what has been said. If a person, for example, receives
he foedback in a group that he used words indiczting thnt he was scolding
the other person, and that his tone was also authoritarian, the individual
recelving such foedback may say that this is trie in general about neople
who have been brought up in the Indian culture and in the Tndian fanily.
Such generalisatisns nay not help. Instead, if the ia?ividual experimants
with 2 differert kind of behaviour tn sce wheth~r he can change his
behaviour, inspite of this being culturally-dstormined or influenced,
rather than scek refuge in gencralisation, he may be bencfited,

i
4
)

13, Peiring versus relating to gzroup

Ina T Group or some other group, a porson roceiving feedback
has a tendency teo pair with another person (or other persons) in the
group who als» sean to have received sich negative feedback, a2nd thorefore,
feel threatened, This may give a conforting feeling t~ neople being
tngether under such Mattacks.? Confronting and helpful bchaviour ray be
to relate to the gro p by exploring with several nambers of the group and
taking their help instcad of pairing with one or & few, This may help
in further explorations and experimentation. '

The use ~f conflicting behaviour may help a parson build
rclatinnship for gztting further helpful fo~hack, The way a person
reacelves and uscs feedback will, to someextont, also influence the way
persons pive helpful feedback, He may plan vo test the 1deas and
experiment on a limited bosis and ray furtler scoek feodbaci: o know
whether his ways of improving himsclf are scen ag offective. This may
sct a cycle of self-improvenment and inerease his intzroersonal effectivencss,
If feedback is given in the spirit of helping the other person in bui*ding
a relationship of trust end openness, and if it is received in the
spirit of learning from the sit ation 15 increcse intcrpersonal effectivoe

)

ness, ard to contrilute to such relatisnshin »f trust and opemncss,
feelback can be an affective instrument in building linkoges »f mutuality
between persons and anongst various wenhers in a group. Howsver, if
feedback is not properly given or properly received, it moy contribute

to the dis ryption of rclationship i may undermine tho dovelopmant of
the group. Feedback, therafore, is a powerful instrument and cin be uscd
offectively., It dcpends 2n the porson who is ziving feedbick and the
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person who is receiving feedback that tris instrument can be uscd
for forging bonds of nutwalitv, If both persons involved in the

feedback transactisn take definite stops to improve their gkills

of giving and receiving feedback, as outlinsd in this paper, thoy
can initietc, and build a new process of n_tuality,
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