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Sometimes feedback requires a different model for the learner, trainee, peer, or colleague. This type
of feedback occurs when the feedback addresses performance or behavior issues that directly
challenges the standards and expectations of the work environment and/or educational program.
These conversations may be difficult for all parties involved. The following structured approaches
are recommended depending on the situation and individuals involved.

SOAP Model for Creating Learning Conversations
from Difficult Conversations

Usage: For working with learners or trainees where there have been performance
Issues (e.g., disruptive behavior in group settings)

Goal: To create learning conversations that invite participation and understanding
from both parties to come to a resolution.

Structure:

« Subjective: Your reaction to behavior or situation

« Objective: What you saw or experienced

o Assessment: Determine the root of the situation/behavior
» Plan: Collaborate and co-create ways for the learner to improve their performance.

Cunningham's Three Models for Difficult Conversations

Usage: For working with colleagues and teams where disruptions are negatively
affecting team dynamics and performance.

Goal: To remedy performance issues and move forward with a healthy team and
interpersonal dynamics. Models vary on the number of offenses or issues identified.

Models:
« Stub Your Toe: The first time someone did something inconsistent with policies,

standards, values. etc.

« Impact Message: Persistent behavior is disruptive to team performance.
« Low Performer: Persistent behavior that continues to negatively impact team

performance and/or quality, safety, etc.

For more details about each model,

please refer to the CFE Feedback and Difficult Conversations One-Pagers Series.
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