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Abstract:

Corrective communication is a vital component of effective supervision and training, particularly
in high-stress environments like 9-1-1 centers. However, this form of communication can be
challenging, leading to negative outcomes if not handled properly. This white paper explores the
factors influencing the effectiveness of corrective communication, drawing on qualitative
research involving telecommunicators in 9-1-1 centers.

Introduction:

Corrective communication, or the process of delivering feedback regarding performance
deficiencies, is a critical skill for supervisors and trainers. The efficacy of this communication
directly impacts employee morale, performance, and retention. This paper examines the
nuances of corrective communication, focusing on the insights gained from qualitative research
within 9-1-1 centers, and proposes strategies for enhancing its effectiveness.

Challenges of Corrective Communication:

Emotional Sensitivity: Corrective feedback can trigger emotional responses such as
defensiveness, resentment, and anxiety.

Power Dynamics: The inherent power dynamic between supervisors and subordinates
can create barriers to open communication.

Subijectivity: Perceptions of performance and feedback can vary significantly.

Fear of Reprisal: Employees may fear negative consequences for expressing their
concerns.

Lack of training: Supervisors may not have been given the tools to effectively give
constructive criticism.

Qualitative Research Insights:

Emphasis on Empathy: Telecommunicators consistently highlighted the importance of
empathy and understanding in corrective conversations.

Need for Clarity and Specificity: Vague or general feedback was perceived as
unhelpful and demotivating.

Focus on Behavioral Observations: Feedback that focused on specific behaviors,
rather than personal characteristics, was more readily accepted.

Importance of Constructive Solutions: Telecommunicators valued feedback that
included actionable steps for improvement.

Value of a Safe and Supportive Environment: A safe and supportive environment was
deemed essential for open and honest communication.

Strategies for Enhancing Corrective Communication:



Establish a Foundation of Trust: Build rapport and trust with subordinates through
consistent and transparent communication.

Prepare Thoroughly: Plan the conversation in advance, focusing on specific examples
and desired outcomes.

Deliver Feedback Privately: Conduct corrective conversations in a private setting to
minimize embarrassment and maximize receptivity.

Use “I” Statements: Frame feedback using “I” statements to avoid accusatory
language.

Focus on Behavioral Observations: Provide specific examples of observed behaviors
and their impact.

Offer Constructive Solutions: Collaborate with the subordinate to develop actionable
steps for improvement.

Active Listening and Empathy: Practice active listening and demonstrate empathy
throughout the conversation.

Follow Up and Support: Provide ongoing support and follow-up to reinforce positive
changes.

Training and Development: Organizations should invest in training programs that equip
supervisors and trainers with the skills necessary to deliver effective corrective feedback.
Consistent feedback: Provide feedback regularly, and not just when a problem occurs.

Conclusion:

Effective corrective communication is essential for fostering a culture of continuous
improvement and employee development. By incorporating the insights gained from qualitative
research in 9-1-1 centers, organizations can enhance their approach to corrective
communication, leading to improved employee performance, morale, and retention.

Recommendations:

Implement training programs that focus on empathy, active listening, and constructive
feedback.

Develop standardized protocols for delivering corrective feedback.

Foster a culture of open communication and trust.

Provide ongoing support and mentorship for supervisors and trainers.

Gather feedback from employees on the effectiveness of corrective communication
practices.



