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Opening Questions

Opening

■ What do you know about our company?

■ Tell me why you chose [name of career] as your profession.

■ What do you like most about the [name of profession]? What do you like least,

and what do you find the most challenging?

■ Tell us a bit about your work background, and then give us a description of how

you think it relates to our current opening.

■ What are your qualifications in your area of expertise, that is, what skills do you

have that make you the best candidate for this position? Include any special

training you have had (such as on-the-job, college, continuing education,

seminars, reading) and related work experience.

■ Why have you applied for this position?

■ What skill sets do you think you would bring to this position?

■ Tell me about your present or last job. Why did you choose it? Why did you, or

why do you, want to leave?

■ What was your primary contribution or achievement in your last or current

position? Biggest challenge?

■ What are your short- and long-term career goals?

■ What are some positive aspects of your last employment or employer? What are

some negative aspects?

■ After learning about this opportunity, what made you take the next step and apply

for the job?

■ What would you have liked to do more of in your last position? What held you

back?

■ Would you please describe your interest in becoming [title of position].
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■ Tell me about your normal experiences during a typical day in your current

position.

■ In your current job, what is your usual schedule? How many hours do you work,

and when do you work them?

■ What sizes of organizations have you worked in?

■ What industries have you worked in?

■ What qualities and skills do you think a successful [name of career] professional

should have? Which of these qualities and skills you named do you have?

■ Tell me about two work accomplishments that were very successful or you are

the most proud of.

■ What college courses or experience have prepared you for the position you are

applying for with us?

■ What three things are most important to you in a position?

■ What was the best job you ever had? What was the worst? Why?

■ What do you think makes a “good” organization? What makes a company be

described as “one of the best businesses” or “best places to work” by a

community?

■ Describe the ideal job from your perspective.

■ Describe what you would say if asked to talk about yourself in a group of 15 work

colleagues.

■ What’s the best book you’ve read in the last year? Please take a minute and tell

us what you liked about it.

■ What is your interpretation of “success”?

■ Describe an ideal work environment or “the perfect job.”

Unconventional (Icebreaker) Questions

1. What product—or brand—best describes you?

2. Can you tell me about a complex problem you faced where you felt you implemented a

creative solution?
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3. Can you tell me how you and your best friend are alike—and different?

4. How do you hope people describe you at your retirement party?

5. Can you tell me about a failure, what you learned from it and how you leveraged those

learnings?

6. When have you slowed down or stopped a big initiative and why?

7. What is your one 'superpower' that makes you stand out from others?

8. What activities do you lose all sense of time when you do them?

9. How did others describe you when you were a child?

10. What self-improvement efforts have you undertaken?

11. How did you spend your summers as a kid?

12. What life experience led you to know that you want to do this kind of work?

Business Acumen

Behavioral

■ Tell me about a time you used your knowledge of the organization to get an idea
approved.

■ Tell me about a time you used financial data to support a successful project.
■ Tell me about a time when you used industry data to support a successful

project.
■ Tell me about a time when you used economic environment data to support a

successful project.
■ What have you done in your previous positions at other companies that made a

significant difference to the business and for which you believe you will be
remembered?

■ Recall an occasion when you had to explain your department's losses.

Situational

■ You're new to an organization. How do you go about learning how the
organization works?

■ You're new to an organization. What is one of the first things you do to learn how
the organization works?

■ You're new to an organization. What is one of the first things you do to learn how
you can contribute to the organization's mission?
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■ You've been approached with a new idea for your department. Describe how you
go about determining the feasibility and possible success of that idea.

■ If you were given the responsibility to start a new department from scratch, what
are the basics that you would need to consider?

■ Let's suppose the project you're proposing only breaks even. Assuming it is your
decision, do you accept or reject the project? Suppose it is only $1.00 profitable?

General

■ What difference does it make to organize departments in a centralized versus
decentralized way? What is your preference? Why?

■ What role does "corporate culture" play in the success of a company?
■ How have you participated in planning processes?

Business Acumen - Financial Management

Behavioral

■ Have you ever been over budget? Why? How did you handle this?
■ Recount a time when you had to prioritize bill or invoice payment.
■ If you could pick a stock to add to this company's portfolio, which one would it

be? Why?
■ Describe a tough financial analysis problem you were able to solve and how you

solved it.
■ Walk me through a financial statement (pick one).

Situational

■ What would you do if your proposed budget was rejected by management?
■ Discuss a situation when an expense was greater or less than originally planned.

What did you do with the surplus or shortage?

General

■ Describe your budget creation and management experience.
■ Tell me about your fiscal management experience: budgeting, reporting, cutting

costs, and building and maintaining reserves.
■ Describe your PL (profit/loss) experience.
■ What type of inventory audits have you been involved in? Describe challenges

you've faced.
■ Have you ever performed a cost-benefit analysis? Tell me about it.
■ What experience do you have with financial planning and analysis?
■ Is it usually better to pay bills early or on time or a little late?
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■ What is an income statement? A balance sheet?
■ What is the job of the conventional finance department?
■ Is it possible to have a positive cash flow but to be in financial trouble?

Business Acumen - Time Management

Behavioral

■ Have you worked under time constraints before? Give us an example.
■ Was there a time when you struggled to meet a deadline? Tell us about it.
■ Describe a time you identified a barrier to your (or to others') productivity and

what you did about it.
■ When you have a lot of work to do or multiple priorities, how do you get it
■ all done? Give me an example.

Situational

■ It's 4:30 on a Friday afternoon. Your supervisor gives you an assignment that
needs to be finished by 8:00 Monday morning. You have already made plans to
be away the entire weekend. What would you do?

■ You work an eight-hour day. You have eight tasks of equal measure that are due
that day. You have a company party for two hours that day. What do you do?

General

■ Tell me about your productivity and time management skills.
■ What do you do when someone else is late and preventing you from

accomplishing your tasks?
■ How do you determine what amount of time is reasonable for a task?
■ How do you keep your team from feeling overwhelmed when various projects in

process are equally important?
■ What percentage of time did you spend on each functional area of your job?
■ Describe the workload at your current position. How do you feel about it? What

would you change about it, if you could?
■ Define time management.

Communication
Behavioral
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■ Give some examples of how and when you were the spokesperson for your
current (or most recent) company.

■ Give an example of how you carefully considered your audience prior to
communicating with them. What factors influenced your communication?

■ Describe a time you used your communications skills to negotiate with an angry
person.

■ Have you ever given a presentation to a group? How did you prepare for it? What
would you do differently?

■ Describe a time when you were able to overcome a communications barrier(s).
■ Tell me about a time when effective listening skills helped you in a problematic

situation.
■ Tell me about a time when you thought someone wasn't listening to you. What

did you do?
■ Recount an occasion when you were greeted with a greeting that was not normal

for you. How'd you respond?

Situational

■ Suppose two managers have difficulty communicating with each other, but you
understand both. Would you try to help the two understand each other better? If
so, how?

■ Two members of a team do great work, but they do not work well together. What
are some of the key ways to get them to work together better?

General

■ Management requires both good writing and verbal skills for effective
communication. When it comes to giving information to employees that can be
done either way, do you prefer to write an e-mail or memo or talk to the
employee? Why?

■ How well do you communicate with others? What communication techniques do
you use?

■ When do you think it is best to communicate in writing? When do you
communicate face-to-face?

■ In terms of communication (face-to-face, phone, e-mail, instant messaging,
texting), when might you use each?
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Consultation
Behavioral

■ Tell me about a long-term project that you were responsible for that required you
to communicate with numerous people and departments.

■ Think of a specific project that you've completed. Were you successful in
achieving the desired results?

■ What was the most interesting or challenging technical proposal you've ever
written?

■ Tell me about the most challenging project you managed.
■ Have you had a nonproductive team member on your project team? What

happened, and how did you handle this situation?
■ What did you bring to the last team on which you were a member? Describe how

your strengths improved the team.
■ What was the last big project you worked on? How did you start this project?

What obstacles did you overcome? Were the deadlines met? Why or why not?
What would you have done differently?

■ Tell me about a project you worked on and how it helped the organization meet
its business goals.

Situational

■ Describe a specific project for this position. How would you start this project?
Who should be on the project team? Why? What do you think are the three
biggest risks for this project? What control measures or techniques would you put
in place to overcome these three risks?

■ The project has been assigned to you. What are your next three steps?

General

■ What do you enjoy most about project management?
■ What types of projects have you managed in the past?
■ What metrics do you use to measure ongoing project status?
■ Outline the major steps for any successful project.

Critical Evaluation
Problem-solving/Analysis
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Behavioral

■ Describe for me a decision you made that would normally have been made by
your supervisor. What was the outcome?

■ Describe a time when you needed to use the principles of logic to solve a
problem.

■ Have you ever solved a problem that others around you could not solve? Tell me
about it.

■ What was one of the toughest problems you ever solved? What process did you
go through to solve it?

■ Tell me about a time when you had a work problem and didn't know what to do.
■ Tell me about a time when you solved one problem but created others.
■ Tell me about a time when a work problem was more than it at first appeared to

be.
■ How have you approached solving a problem that initially seemed

insurmountable?
■ What have you done when faced with an obstacle to an important project? Give

me an example.
■ How do you analyze different options to determine which is the best alternative?
■ Describe for me how your prior positions required you to be proficient in the

analysis of technical reports.
■ Give an example of when you used analytical techniques to design solutions to

solve problems.

Situational

■ Assume math is not your strength. You need to do some statistical analysis
regarding your group's performance to present to other departments. What do
you do?

General

■ Do people ever come to you for help in solving problems? Why? Give me an
example of when this happened.

Solve for x. 4x - 12 = 48.

Strategic Thinking

Behavioral

■ Give me an example of a time when you had to engage in future planning.
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■ Tell me about a time when you participated in developing your departmental or
organizational business strategy. What was your role? How did you approach it?

■ Tell me about a time when you identified a need for a new approach or product to
meet a market need.

■ Tell of how your job (at a current or former employer) was directly related to a
strategic goal.

Situational

■ Outline how you would create a strategy for a product promotion campaign.
■ A strategic plan is settled on. Would you identify competitors? Allies? How?

General

■ Tell me how the duties and responsibilities of your current or past position related
to the organization's business strategy.

■ Is it more important to be a detail-oriented person or a big-picture person?
Explain.

■ What do you think is the role of the president/CEO in strategic planning for the
organization?

■ What is strategic thinking?

Technical Capacity

Behavioral

■ The last time that you experienced a technical problem during your workday, to
whom did you go for help? Why did you choose this person?

■ Tell me about a time when you used your technical knowledge to solve a problem
that appeared to be unsolvable.

■ Describe a technical report that you had to complete. What did the report entail?
What was the purpose? Who was the audience?

■ Describe a time when you had to share data electronically.

Situational

■ You need to merge a document from Excel to Word. Can it be done?
■ An executive needs money sent to a certain account (say, to buy tickets for a

prospective client). Only you have the requisite information and authority. What
do you look for in the URL to ensure security with the site?

■ An employee e-mails a Word presentation to you. How would you get that
presentation to an overhead PowerPoint projection?
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■ Say a weather emergency keeps employees from going to the office, but a
meeting has to happen. How would you assemble meeting participants?

■ Several team members in several different states need to collaborate. What are
the best steps to accomplish that? How would you facilitate?

General

■ Describe the types of network security features you have implemented or
maintained in the past.

■ How would you describe your skills in Word, Excel, PowerPoint and Access
(relevant software used in the job)? Beginner, intermediate or advanced?

■ Describe your previous experience with travel planning and reservations.
■ What experience do you have scheduling meetings and conferences and

ordering food and materials for meetings?
■ How many words per minute can you type?
■ What do you believe is your most honed skill?
■ In your opinion, how does managing a staff of technical workers differ from

managing other kinds of workers?
■ What characteristics do you feel are necessary for success as a technical

support worker?
■ What support, either administrative or technical assistance, did you receive in

your previous positions?
■ Describe the ideal technical support you would need to be most effective as [job

title].
■ How can technology help this position function?

Thoroughness

Behavioral

■ What means have you used to focus on detail and to keep from making
mistakes?

■ When there's a decision for a new critical process, what means do you use to
communicate step-by-step processes to ensure other people understand and will
complete the process correctly?

■ Tell me the steps you take to monitor the quality of your work in your current job.
■ How do you decide when something is "good enough" or when it needs to be as

close as possible to perfection? When have you had to make this determination?
Explain.

■ Describe a time when you failed to satisfy a client or customer due to some minor
neglect. What did you do to correct it?

Situational
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■ After repairing some drywall, you notice you've left a small amount of debris
where you did the work. What do you do?

General

■ Tell me how the quality of your work affects others around you. Give me an
example.

■ Describe "thoroughness."

Ethical Practice
Behavioral

■ Describe a time when you came across questionable business practices. How
did you handle the situation?

■ Have you ever faced a significant ethical problem at work? How did you handle
it?

■ Describe a time when you made a mistake at work. How did you deal with this
situation, and what was the outcome?

■ Have you worked in a situation in which an employee, vendor or supplier had a
conflict of interest? How did you handle this?

■ Describe a time when you had an opportunity to personally profit from your
employer's product.

Situational

■ You have found a co-worker's or client's belongings in the main corridor
(communal space). Describe how you would take care of the situation.

■ Suppose your supervisor asked you to get information for him or her that you
knew was confidential and that he or she should not have access to. What would
you do?

■ If you observed a co-worker making inappropriate sexual or racial remarks to
another employee, and it was obvious to you that the situation was creating an
uncomfortable environment, what would you do?

■ Several of the clients this position services use direct mail marketing. Suppose
that you just received a supply of the final conference brochures that you
developed, proofed and sent to the printer for one of these clients. The deadline
for mailing the10,000 brochures is tomorrow. You notice that there is an error in
the date of one of the conference sessions. What would you do?
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■ As our president/CEO, how would you proceed if the board of directors adopted
a policy or program that you felt was inconsistent with the goals and mission of
our company?

■ What would you do if you and others discovered your immediate supervisor was
sexually harassing other employees?

General

■ Define professional behavior or conduct appropriate in the workplace.
■ Explain the phrase "work ethic," and describe yours.
■ Are there any types of marketing that you consider unethical?
■ How important is ethics in modern business?

Flexibility
Behavioral

■ Give an example of a time when you were trying to meet a deadline and you
were interrupted and did not make the deadline. How did you respond?

■ Give an example of a time when you had to quickly change project priorities.
How did you do it?

■ Recount a time when you accommodated someone beyond your comfort level,
though you didn't have to.

Situational

■ Suppose you are in a situation in which deadlines and priorities change
frequently and rapidly. How would you handle it?

■ Your shift is 8 a.m. to 5 p.m. At 4 p.m. the boss asks for volunteers to work until 8
p.m. How do you usually respond?

■ It's 4:30 on a Friday afternoon. Your supervisor gives you an assignment that
needs to be finished by 8:00 Monday morning. You have already made plans to
be away the entire weekend. What would you do?

■ You work an eight-hour day. You have eight tasks of equal measure that are due
that day. You have a company party for two hours that day. What do you do?

General

■ People react differently when job demands are constantly changing. How do you
react to this?
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■ How important is it to be flexible?

Leadership & Navigation
Decision-making

Behavioral

■ What are some of the most important steps you've used in making
business-related decisions?

■ Give a specific example of a decision you made that was not effective. Why do
you think it was not effective, and what did you do when this realization was
made?

■ Describe a time when you had to make a very important and difficult decision that
affected everyone in your department.

■ Recount a time when you were not the authority but had to make a decision
about the team's next step(s).

Situational

■ How would you react if the following situation should occur: A co-worker or
customer suddenly collapses on the floor. After a few minutes, a large crowd,
speaking loudly and making demands, gathers around.

■ You have a critical decision to make for your department, and all alternatives will
likely be unpopular with your staff. What input do you gather before deciding?
What factors do you take into consideration?

■ What would you do if your assistant needed a computer monitor immediately?
His co-worker was on vacation for three weeks and had a compatible unused
monitor at his desk, and the purchase order process would take the assistant's
new monitor up to three weeks to be delivered.

General

■ What methods do you use to make decisions? When do you find it most difficult
to make a decision?

■ Managers need good information to be able to make good decisions. Do you
tend to gather information up to a deadline to make a better-informed decision or
gather just enough information to make a good decision quickly?

Initiative
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Behavioral

■ Can you tell me about a time during your previous employment when,
unsolicited, you suggested a better way to perform a process?

■ Tell me about a career goal that you have accomplished and why that was
important to you.

■ Could you share with us a recent accomplishment you are most proud of?
■ Describe a time when you performed a task outside your perceived

responsibilities. What was the task? Why did you perceive it to be outside your
responsibilities? What was the outcome?

■ Describe a time when you kept from getting bored when dealing with routine
tasks.

■ What was the most creative thing you did in your last job?
■ Give me an example of a time you were able to take the lead in changing a policy

for your department and for the organization.

Situational

■ When you complete a task early, what do you do with your "extra" time?
■ You're given an assignment to create "two or three" proposals. Assuming you

have more than enough time and resources, how many proposals do you
actually create? Why?

■ The company newsletter editor asks for input from any willing department, but
employees think that contributors to the newsletter "talk too much." Do you
contribute anyway?

■ Company policy provides tuition assistance. Should HR employees take
advantage of that benefit?

General

■ When were you able to demonstrate initiative?

Leading Others

Behavioral

■ Give me an example of a time when you needed to help other employees learn a
new skill set. What did you do?

■ Have you ever been in a position in which you had to lead a group of peers? How
did you handle it? Tell me about problems you had and how you handled them.

■ Have you ever managed a situation in which the people or units reporting to you
were in different locations? Tell me how this worked.
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■ Tell me about your experience working with a board of directors. What approach
and philosophy did you follow in working with boards?

■ Tell me about a time when you organized, managed and motivated others on a
complex task from beginning to end.

■ Give me an example of how you have motivated your employees.

Situational

■ A new policy is to be implemented organizationwide. You do not agree with this
new policy. How do you discuss this policy with your staff?

■ A subordinate regularly questions your authority. What do you do?
■ The board of directors elects not to reward bonuses this year and tasks you with

communicating the board's decision to staff. How do you do this?

General

■ Describe an ideal supervisor or manager.
■ Tell us about your management style—people, teamwork and direction.
■ What is the largest number of employees you have supervised, and what were

their job functions?
■ Tell me about your experience in leading and managing an organization similar to

ours.
■ Tell me about your experiences with staff development.
■ What is your own philosophy of management?
■ What do you do to develop employees you manage?
■ Do you find it more natural to point out what's wrong so employees can

accomplish tasks competently or to praise employees for their work and then
later point out what may need correcting?

■ What is the most significant contribution you have made to team cohesiveness?
■ What is the most significant contribution you have made to unifying a

department, division, plant or so forth?
■ What do you think are the most valuable traits in a good leader?

Personal Effectiveness/Credibility

Behavioral

■ What strengths did you rely on in your last position to make you successful in
your work?

■ Tell me about a situation you wish that you had handled differently based on the
outcome. What would you change (or will you change) when faced with a similar
situation?
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■ Describe a time when you had to deal with a difficult boss, co-worker or
customer. How did you handle the situation?

■ Give an example of how you stay organized when juggling multiple tasks.
■ Tell of a time you had to defend your actions.

Situational

■ What do you do when you know you are right and your boss disagrees with you?

General

■ How do you encourage people not under your authority to do work on your
project?

■ How would you describe your abilities as a business developer? As a business
maintainer?

■ How would your co-workers describe your work style or habits?
■ Who should be responsible for monitoring and managing employee

performance?

Results Driven

Behavioral

■ Tell me about your current or most recent position and how you helped the
organization accomplish its goals and mission.

■ How have you reacted when you found yourself stalled in an inefficient process?
■ Tell me about a time when you inherited a process that wasn't working and you

had limited time to fix it.

Situational

■ The project is brought to a lull (or worse, a halt) due to a co-worker's lack of
productivity. What are your next steps?

General

■ Tell me about a position you have held in which part of your pay was based on
your own performance or results.

■ Which is more desirable to you: A business that is run in an efficient business-like
manner or a business that is run in a personal and friendly way?

■ Based on what you have read and heard, what ideas do you have about
continuing and increasing the success of this company?

■ How do you procure needed resources outside your direct control?
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■ When you design a process to get something done, how do you establish the
steps?

■ What are some of the most effective ways you use to keep tasks on track?
■ How would you rate yourself as a closer when you're doing a sales presentation?
■ Did you have assigned goals, objectives, quotas or targets? What were they, and

did you meet them?
■ How were your incentives structured in your last job?
■ What were your responsibilities from the commencement to the end of the sales

cycle?

Learning Orientation
Behavioral

■ Describe a time when you took a new job that required a much different set of
skills from what you had. How did you go about acquiring the needed skills?

■ Have you had an occasion when a prior strength actually turned out to be a
weakness in another setting? How did you cope?

■ Throughout your career have you learned more about your profession through
course work or through on-the-job experience? Explain.

■ What area of your last job was most challenging for you? Why was this specific
part of the position difficult? Is this still challenging? Why or why not?

■ Tell me about a time when you volunteered for an assignment to expand your
knowledge and skills.

■ Tell of a time when you had to educate yourself about a topic to make a
presentation.

Situational

■ The company announces a reimbursement program for any course taken that will
improve your performance in your current position. Do you take advantage of it?
Why or why not?

■ A new co-worker speaks another language. Do you try to learn small talk in that
language or discourage the potential confusion caused by the use of different
languages in the workplace?

General
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■ Tell me about the one person who has influenced you the most during your
career. Was he or she a manager or mentor? What did you learn from him or
her? Why do you think you learned so much from that person?

■ What is more important to your profession—experience or continued education?
■ How do you stay informed of current ideas on management and on the

[industry/field]?
■ Under what kinds of conditions do you learn best?
■ In what areas would you like to develop further? What are your plans to do that?
■ What are your career path interests?
■ Should employees seek to improve their knowledge and skill base? Why? Why

not?
■ What was the best training program in which you have participated?
■ What are your major professional reading sources?
■ What sorts of things have you done to become better qualified for your career?
■ Careers grow and develop just as people do. Where do you see your career

now? Why? What are you doing to sustain it?
■ What's the most valuable thing you've learned in the past year? Why?
■ Do you feel you are knowledgeable about current industry-related legislation or

trends? Why or why not?
■ What was the last work-related educational seminar or class you attended? Why

did you attend this course? How have you transferred the knowledge gained in
the course to your work?

■ Do you have aspirations to earn advanced degree(s)?

Relationship Management
Collaboration and Interpersonal Skills

Behavioral

■ Give me an example of a time when you had to deal with a difficult co-worker.
How did you handle the situation?

■ Describe a difficult time you have had dealing with an employee or customer.
Why was it difficult? How did you handle it? What was the outcome?

■ Describe a time when you were instrumental in creating or improving a good
relationship with another department within your company.

■ Recall an occasion when you had to work with people from different divisions to
accomplish a single goal.
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■ Recount an occasion when you were able to connect individuals from different
backgrounds or cultures in a unified organizational effort.

Situational

■ You are a committee member, and you disagree with a point or decision. How do
you respond?

■ If someone asked you for assistance with a matter that is outside the parameters
of your job description, what would you do?

■ If you had a problem with a team member's lack of contribution to a project, what
would you do?

■ There's a deadline to be met. The team members have an excellent grasp of
their positions, but one member is absent from work, and no one can do her job
well. What would you do?

General

■ What would your last boss say about how you collaborate with others?
■ What do you think of your last boss?
■ Describe how you like to be managed.
■ Describe the best relationship you've had with a previous boss.
■ If I asked your previous or current co-workers about you, what would they say?
■ Tell me what type of relationship exists and should exist between your current

department and the department it works most closely with.
■ Each boss is a little different. My management philosophy or style is ______. In

what way(s) do you think that your work style would complement mine [or other
relevant person's work style]?

■ Describe what you foresee to be as challenges or adjustments for us in this new
role.

■ In terms of communication (face-to-face, phone, e-mail, instant messaging,
texting), which is your preference for collaboration? Why?

Customer/Client Focus

Behavioral

■ Tell me about a time when you went out of your way to give great service to a
customer.

■ Tell me about a time when you asked for feedback on your customer service
skills from your manager or co-worker and then used that response to improve
your work.

■ Describe a time when you had to deal with a difficult guest- or client-relations
problem. What was the outcome? What did you learn?
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■ Tell me about a time when you knew that your customer might not get what he or
she needed on time. How did you handle this?

■ Tell me about a time when you had to say "no" to a customer because his or her
request was against company policy.

■ Tell me about a time when you had trouble working with a difficult or demanding
customer. How did you handle this?

■ Tell me about a situation in which you "lost it" or did not do your best with a
customer. What did you do about this?

■ Describe a time when you exceeded a customer's expectations.
■ Describe a time when you lost a customer. What would you do differently?
■ Share an example of a time when you developed rapport with a customer. What

strategies did you use? How did you transfer the use of those strategies to other
customers?

Situational

■ "Yes" is the word clients, customers and guests like to hear. However, if you had
to say "no," how would you do it?

■ A customer's purchase is not what was promised. Do you explain to the customer
why that happened?

General

■ What do you find is the most difficult part about providing customer service?
What is the best part?

■ Describe a process or system that you improved so customers would be better
served.

■ When are policy exceptions to customers warranted? Not warranted?
■ How do you go about deciding what strategy to employ when dealing with a

difficult customer?
■ We all have customers or clients. Who are your clients, and how do you identify

them?
■ What have you done to improve relations with your customers?
■ How would you define guest or client satisfaction?
■ What does the term "customer" mean to you?
■ What does the phrase "servicing the sale" mean to you?
■ Describe a time when someone failed to provide satisfactory service to you. How

could that person have improved his or her performance in that particular
situation?

■ Give an example of one thing that is important in building repeat-customer
business.
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■ What types of behaviors do you find most annoying or frustrating in a client or
customer? How do you handle those behaviors?

■ What specific process do you go through when a client or guest is dissatisfied?
■ How do you think your clients, customers or guests would describe you and your

work?
■ Have you ever contacted a customer with the sole purpose of seeking feedback

about a product or service you delivered? What did you learn? What did you
change?

Teamwork Orientation

Behavioral

■ Tell me about a time when a team project failed.
■ Tell me about a time when you needed to work as part of a team to satisfy a

client or resolve an issue.
■ Tell me about a time you worked on a cross-functional team. Were there different

challenges compared to a departmental-task team?
■ When groups work together, conflict often erupts. Tell me about a time that

conflict occurred in one of your workgroups and what you did about it.
■ Tell me about a time you pitched in to help a team member finish a project even

though it "wasn't your job." What was the result?
■ Tell me about a situation in which political power plays affected team dynamics.

How did you or the team overcome this situation, and how could the situation
have been avoided?

■ Tell me about a time when you were a part of a great team. What was your part
in making the team effective?

■ Tell me the role you play within workgroups and why.
■ Tell me about the most effective contribution you have made as part of a task

group or special project team.
■ Have you ever worked on a virtual team? If so, tell me about this experience.

What were the team dynamics? Was the team successful? If not, what do you
perceive to be the advantages and disadvantages of this type of team? What
would you do differently? How would you suggest creating team cohesiveness in
a virtual setting?

Situational

■ The project is brought to a lull (or worse, a halt) due to a co-worker's lack of
productivity. What are your next steps?
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■ You're in a group where individual performance is highly rewarded and regarded.
One teammate is not as productive as the rest. You could help him and reduce
your own productivity or not help, and the team suffers. How do you handle this?

General

■ What do you think are the best and worst parts of working in a team
environment? How do you handle it?

■ If I asked several of your co-workers about your greatest strength as a team
member, what would they tell me?

■ What do you think makes a team of people work well together? What makes
them not work well together?

■ How would people you work with describe you?
■ What is essential for a team to be successful?
■ Who is the most valuable "player" on any team?

Stress Management/Composure
Behavioral

■ Tell me about a work "nightmare" you were involved in. How did you approach
the situation, and what was the outcome?

■ Have you ever been caught unaware by a problem or obstacle that you had not
foreseen? What happened?

Situational

■ You are angry about an unfair decision. How do you react?
■ Your boss is vexed by a recurring misconception about your team or a process.

Do you respond? How?

General

■ Describe what you would classify as a "crisis."
■ How do you know when you are stressed? What do you do to de-stress?
■ What do you do when others resist or reject your ideas or actions?
■ How would your past employers describe your response to hectic or stressful

situations?
■ What kinds of events cause you stress on the job?
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Closing Questions

Closing

■ Describe what you see as your strengths related to this job or position. Describe
what you see as your weaknesses related to this job or position.

■ If we offer you this position, what contributions would you expect to make during
the first three months on the job?

■ Why should we hire you?
■ If the position required it, would you be willing to travel?
■ If the position required it, would you be willing to relocate?
■ If you were offered this position, when would you be available to start?
■ If you are the successful applicant, how would you expect to be different after a

year in this position?
■ Now that you have learned about our company and the position you are applying

for, what hesitation or reluctance would you have in accepting this job if we
offered it to you?

■ Tell me anything else you would like us to know about you that will aid us in
making our decision.

■ What questions would you like to ask me?
■ Have you heard of any programs, policies or actions of [Company Name] that

concern you?
■ How will your work performance enhance [Company Name] in this industry as it

is today? 

Acceptable/Unacceptable Questions

Topic Acceptable Unacceptable If Unacceptable,
What Is the
Reason?
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Age If age is a legal
requirement, can
ask "If hired, can
you furnish proof of
age?" or a
statement that hire
is subject to age
verification.

What is your date
of birth?

Could be viewed as
age discrimination

Attendance/reliabilit
y

What hours and
days can you
work?

How many children
do you have?

Could be viewed as
discriminatory
toward females

Attendance/reliabilit
y

Are there specific
times that you
cannot work?

What religion are
you?

Could be viewed as
religious
discrimination

Attendance/reliabilit
y

Do you have
responsibilities
other than work
that will interfere
with specific job
requirements such
as traveling?

What are your child
care
arrangements?

Could be viewed as
discriminatory
toward females

Attendance/reliabilit
y

Do you have a
reliable method of
getting to work?

Do you own a car? Could be
considered racial
discrimination
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Citizenship/

national origin

Are you legally
eligible for
employment in the
United States?

What is your
national origin?
Where are your
parents from?

Could be
considered national
origin
discrimination

Citizenship/

national origin

Have you ever
worked under a
different name?

What is your
maiden name?

Could be
considered national
origin
discrimination

National origin None What is your
father's surname?
What are the
names of your
relatives?

Not only are these
irrelevant, but they
could be
considered national
origin
discrimination

Arrest and

conviction

Have you ever
been convicted of a
felony?

*See note below for
additional guidance

Have you ever
been arrested?

Could be
considered racial
discrimination

Disabilities Can you perform
the duties of the job
you are applying
for?

Do you have any
disabilities?

Could be
considered
discrimination
against people with
disabilities
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Disabilities None Have you ever filed
a workers'
compensation
claim?

Could be
considered
discrimination
against people with
disabilities

Disabilities None Have you ever
been injured on the
job?

Could be
considered
discrimination
against people with
disabilities

Emergency contact
information

What is the name
and address of the
person to be
notified in case of
an emergency?
(Request only after
the individual has
been employed.)

What is the name
and address of a
relative to be
notified in case of
an emergency?

Could be
considered national
origin
discrimination and
could possibly
violate state
anti-discrimination
laws relative to
sexual orientation

Credit record None Do you own your
own home?

Irrelevant and
could be
considered racial
discrimination

Credit record Credit references
may be used if in
compliance with

Have your wages
ever been

Irrelevant and
could be
considered racial
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the Fair Credit
Reporting Act of
1970 and the
Consumer Credit
Reporting Reform
Act of 1996

garnished? discrimination

Credit record None Have you ever
declared
bankruptcy?

Irrelevant and
could be
considered racial
discrimination

Military record What type of
education, training
and work
experience relevant
to the job did you
receive while in the
military?

What type of
discharge did you
receive?

Irrelevant and
could be
considered racial
discrimination

Language What languages do
you speak and
write fluently? (if
the job requires
additional
languages)

What is your native
language? How did
you learn to read,
write or speak a
foreign language?

Could be
considered national
origin
discrimination

Organizations Inquiry into an
applicant's
membership in

List all clubs,
societies and
lodges to which

Could be
considered racial or
national origin
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organizations that
the applicant
considers relevant
to his or her ability
to perform the job

you belong. discrimination

Race or color None Complexion or
color of skin

Could be
considered racial or
national origin
discrimination

Weight, height, eye
color

Only if there is a
bona fide
occupational
qualification

Could be
considered racial or
national origin
discrimination

Religion Only if there is a
bona fide
occupational
qualification

What is your
religious
denomination,
religious affiliations,
church, parish,
pastor? What
religious holidays
do you observe?

Could be
considered
religious
discrimination

Gender Only if there is a
bona fide
occupational
qualification

Do you wish to be
addressed as Mr.,
Mrs., Miss or Ms.?

Could be
considered gender
discrimination
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Previous and
current addresses

What was your
previous address?
How long did you
reside there? How
long have you lived
at your current
address?

Do you own your
own home?

Could be
considered racial or
national origin
discrimination

Salary history What are your
salary expectations
for this position?

**See note below
for additional
guidance.

What is your
current salary?
What was your
starting and ending
salary in any prior
position?

Could be viewed as
gender
discrimination and
may violate state
law

Education Do you have a high
school diploma or
equivalent? Do you
have a university or
college degree? (if
relevant to job
performance)

What year did you
graduate from high
school or college?

Could be
considered age
discrimination

*Note on arrest records: Using arrest or conviction records as an absolute bar to

employment disproportionately excludes certain racial groups. Therefore, such records

should not be used in this manner unless there is a business need for their use. Thus,

an exclusion based on an arrest record is justified only if the conduct is job-related and

relatively recent and also if the applicant or employee actually engaged in the conduct

for which he or she was arrested. According to the EEOC, whether there is a business

need to exclude persons with conviction records from particular jobs depends on the
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nature of the job, the nature and seriousness of the offense, and the length of time since

the conviction or incarceration. In addition, some states bar the use of arrest records in

employment decisions.

**Note on salary history: In general, salary history should not be a factor in setting

compensation. Rather, compensation decisions should be based on the value of the

position to the organization, competition in the market and other bona fide business

factors.

Cutting Through Rehearsed responses during
Interviews

● “Can you tell me more about that?”
● “You mention ________. What experience do you have that led you to that conclusion?”
● Keep asking questions about a rehearsed response until you hear an answer that

sounds genuine.*see below
● When an applicant has completed a response to your question, sit expectantly until they

fill the silence.**see below
● Prepared responses do not necessarily mean insincere or untruthful

* Do not wander astray or ask irrelevant questions
** Do not turn into a stress test

Group Interviewing
● Several candidates are interviewed simultaneously for similar positions

○ Best used for finding a large number of employees quickly
○ Effective when hiring for positions requiring excellent people skills (for dealing

with consumers and the public)
● Interviewer poses hypothetical questions to the group
● Group activities requiring candidates to work as a team to find a solution

○ Observing “soft skills” (teamwork, problem solving, and interpersonal
communication)
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● Individual questions to each candidate

Applicant Rejection Requirements
● Employers are not required to respond to all submissions

○ Good practice to automate rejection responses to avoid unwanted contacts or
bad experience for future candidates

● Give a neutral, nonspecific reason
○ “Thank you for applying, but we have decided to pursue other applicants”

■ Or some variation thereof
● Give a specific reason/coach the applicant*

○ “You were chewing gum and texting during the interview”
○ “Your responses to several interview questions did not showcase the leadership

capabilities we are looking for”
* Be wary of giving specifics or coaching the applicant as this can backfire with extended
conversations, debates from applicant, or fall in the line of discrimination.
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