Giving Feedback for Improvement 
The STAR/AR Feedback Model
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A customer complained to me about the service he received from your office.








A: It might have helped if you had reviewed the circumstances�                    with him, explained�                             why he could  


                                  not get �                                   what he 


                              wanted from 


                            your office and 


                 referred him to the�                appropriate office.


         R: That way, he would �            have better understood


              our regulations and felt  


             better about the


                             interaction.





A: Before he could finish, you interrupted him and said there was nothing you could do. 


R: He left looking really upset.








