RECRUITMENT

Job Title: Customer service representative

Ability to learn new skills

Q:
A:

How long did it take you to get up to speed in your last job?

Candidates will generally say it took them very little time to get up to speed. Press the candidate
by asking him or her what steps were taken to quicken the learning process. A good response will
show the candidate went out of his or her way to learn the skills necessary to excel in the job.

What skill areas do you think you need to improve on?

Use this question to find out how aware the candidate is of his or her own abilities. A good
response will show that the candidate has identified specific areas where he or she would like to
improve his or her performance. Follow up by asking the candidate what he or she thinks would
be the best way to improve those skills.

Ability to meet responsibilities independently

Q:

A:

Describe a time when you had to figure out a difficult problem on your own. How did
you go about it?

This question will help you assess the candidate’s ability to work independently on unfamiliar
projects. A good response will show that the candidate used available resources to deliver the
best solution possible. Focus on the end result. Ask the candidate how happy he or she was with
it. Top candidates will show that they are able to create something out of nothing and are good at
keeping a project moving forward even when supervision is lacking.

Decision-making ability

Q: What kinds of decisions take you the longest to make?

A: Use this question to get an idea of the kind of decisions the candidate has trouble making. Follow
up by asking why such decisions take him or her so long to make. A good response will detail
important decisions that require input from several different sources.

Q: Describe a situation in which you had to get information from a number of different
sources before making a decision. How did you go about it?

A: This question will help you assess the candidate’s ability to gather information from multiple
sources and combine it to make an intelligent decision. A good response will detail how the
candidate went about gathering information and how he or she justified a decision based on the
available information.

Flexibility

Q: Do you prefer stability and continuity or frequent change in your daily work
environment?

A: Use this question to learn what the candidate is used to in terms of a daily routine, and to find out

if he or she likes to have projects clearly laid out or likes to be challenged to define projects
himself or herself. Follow up by asking what the candidate would do if given incomplete
instructions for a project.
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Q: How do you determine priorities in scheduling your time? Can you give examples of
times when you were assigned a number of tasks and had to prioritize what needed to
be done?

A: Assess the candidate’s ability to multitask and handle a heavy workload. Good responses will
detail the method they use to figure out how to prioritize tasks. You should press the candidate on
how comfortable he or she is working on multiple assignments at once.

Initiative

Q: Have you ever come up with ways to make a job you were doing or a project you were
working on easier or more enjoyable?

A: Use this question to judge the candidate’s ability to innovate and come up with creative solutions
to difficult problems. Good candidates will be able to single out concrete examples of instances
when their work made a difference through creating revenue, saving money, or saving time.

Q: What skills would you like to learn or improve on in the next year?

A: Use this question to gauge candidates’ ambition and interests. Top-performing candidates will
have a general idea of what their short-term goals are. These might include learning specific
technical skills or gaining exposure to a specific aspect of your business. The candidate’s response
can give you an idea of his or her possible long-term impact on your company, and whether your
company will hold his or her interest.

Negotiation Skills
Q: Describe a negotiating experience that you are particularly proud of.

A: A good response will reveal some of the negotiating strengths and tactics that the candidate uses.
It will also show that the candidate enjoys the negotiation process and is excited by the
challenges of negotiation.

Oral/Written Communication Skills
Q: What different approaches do you take in talking to different people?

A: This question gets at how observant and flexible the person is about communicating with different
types of people. Ask the candidate to explain how he or she might approach people differently
depending on different people’s personalities.

Q: What are some of the most difficult writing assignments you have been given or have
taken on yourself?

A: Use this question to discover the types of writing the candidate has had difficulty with in the past.
A good response should detail how the candidate worked through difficult assignments and what
he or she learned from the experience. Ask if the candidate was satisfied with the end results.

Problem-Solving Ability
Q: Give me three examples of the types of problems you like to solve.

A: Compare the candidate’s answers to the type of problems he or she will face in the position for
which he or she is applying. Then present a sample problem that the candidate likely would face
on the job. Ask how he or she would approach it, and gauge whether the candidate’s approach
would make sense in the position for which he or she is applying.

Q: How do you approach solving a problem?

A: Use this question to get an understanding of the candidate’s thought processes. How does he or
she like to attack problems? Take note of the resources and time involved in the candidate’s
approach. Does his or her problem-solving method make a good fit with your company’s culture
and resources?
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Results Orientation

Q:

A:

Tell me about a time when you weren’t pleased with your performance. What did you do
about it?

This question helps you assess how well the candidate deals with failure or disappointment, and
how he or she measures workplace success. Press the candidate to learn about lessons he or she
has learned from times when the candidate feels he or she didn’t perform well, and about any
changes the candidate has made in the way he or she does things to make sure the candidate
doesn’t make the same mistakes moving forward.

Describe a new skill you learned recently.

Top performers will take the initiative to learn new skills on an ongoing basis. Have the candidate
explain the circumstances under which he or she learned a new skill. A good response will detail
the skill learned and how it impacted his or her job performance. This question can also give
insight into how quickly the candidate learns and under what circumstances he or she learns best.

Teamwork/Interpersonal Skills

Q:

A:

Give an example of an instance when you worked with someone who you found difficult
to get along with. How did you handle the situation?

This question will help you assess how the candidate has handled difficult interpersonal
relationships in the past. Good responses will show that the candidate has had experience dealing
with various personality types and is comfortable with his or her ability to handle such situations.
Pay close attention to the candidate’s attitudes toward dealing with difficult people. Is he or she
open and understanding, or easily annoyed? Looking back, how does the candidate feel today
about “difficult” people from his or her past?

Describe a favorite work experience and tell me why it was satisfying.

Compare the experience the candidate describes to your company’s own working environment.
Pay close attention to how the candidate interacted with his or her coworkers in the example
provided. Would the candidate have similar interactions within your company?
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