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Selection Interviewing Guidance & Question Bank
SELECTION INTERVIEWING

GUIDANCE AND QUESTION BANK

The purpose of this document is to provide guidance to managers involved in selection interviewing. The selection interview should be a two way process which presents a positive image of NYCC as a potential employer and which provides managers with sufficient and quality information to enable them to assess candidates fairly and effectively. Appointing a candidate based on inadequate or false information can prove costly both in terms of recruitment and the reputation of the service and ultimately, the organisation.

PART 1: GUIDANCE
Prior to the interview: Importance of Preparation
· Using the person specification, job description and behavioural skills framework, consider carefully the key skills, abilities, attitudes and experience that the role requires. 

· Work through each of the applications and compare each candidate’s evidence of skills, abilities, qualifications and experience with the requirements stated on your person specification to determine a shortlist for interview. 
· Determine a set of interview questions that will enable you to gain evidence from the candidate as to whether they have displayed those particular skills, abilities and experience in the past. Some example questions are provided in this document. 

· It is essential to ensure that you ask the same structured questions of each candidate as this will ensure consistency and be more predictive of potential job performance. You can then probe each individual candidate based on their individual responses and evidence.
· Plan the structure of the interview and ensure that each member of the panel understands their role.

The interview itself: Getting the best out of the candidate
· It is essential to be well prepared, objective and to build a good rapport quickly with the candidate. Again, the process is two-way and the candidate will be assessing NYCC and whether they wish to work for you based largely on the interview. 
· Begin each interview by introducing the panel, explaining the format for the interview and how long it is likely to last. Cover any basic housekeeping points at this stage.

· Encourage the candidate to feel comfortable and relaxed – this will get the best out of them. You could ease the candidate into the interview by asking a few general questions about their career aspirations.
· Be mindful of any attempts by the candidate to evade a question or any display of uncomfortable body language. If a question is not answered and there is time at the end of the interview, return to the question. This will allow the candidate to collect their thoughts.

· Ensure that there is time at the end of the interview to go over the terms and conditions of employment and provide the candidate with the opportunity to ask any questions that they may have.

· Finally, advise the candidate of the next stage of the process and when the decision is likely to be made. 

After the interview: Making the right choice in the right way
· Base decisions on the key job related criteria – you should compare candidate performance against the requirements of the jobs NOT against each other, this avoids bias.
· Review interview notes using the job related criteria and pre-agreed scoring criteria to assess each candidate. 

· A numerical scoring system will provide objectivity and enable the candidates to be ranked or weighted more easily. We suggest the following scoring system: 1: no evidence, 2: some evidence but requires development to meet the requirements of the role, 3: evidence to an acceptable standard, 4: evidence a strength, exceeding the requirement of the role.
· Ensure that the feedback for both the successful and unsuccessful candidate is clear, objective, job related and agreed between the panel. This information should be recorded and returned with the recruitment file. Again, this will help to ensure that the unsuccessful candidates leave with a positive impression of NYCC.

PART 2: QUESTION BANK
The following questions are based on competencies but can be applied to a vast number of roles. They are not intended as an exhaustive list and can be adapted to suit specific roles.  

1. Communication
Describe a situation when you have had to give bad news or present a difficult decision to others
· How did this make you feel? 

· What did you do to get others on board?

· What was the result?

· With hindsight, how might you approach this differently?
There are times when no one is prepared to listen or when it is hard to keep the attention of others. Give me an example of when this has happened to you

· How did you present your message?
· What were the objectives/issues? 
· How hard did you try and push your message?
· Where did you leave the conversation?
Describe a time when you persuaded someone to do something (E.g. getting peer group to see your point of view, selling an idea or a concept to peers, getting a customer to buy products or services)
· How did your opinion contrast with their original position?
· How did you overcome the resistance (Key things you did to persuade them)?

· What agreement did you reach?
Tell me about a time when you had to give a presentation to an uninterested / hostile /demanding audience 

· How did you gain this insight into the audience?
· What did you do about it?
· How successful were you? 

Describe the differences in the way you communicate with people at different levels (e.g. managers, peers, customers)

· How do you vary your style?

· Why do you vary your style?

· How do you decide on an appropriate approach?
· Examples of feedback and successes?
Tell me about a time when you disagreed with a team’s decision

· What did you do?

· How did you communicate this?

· How did others react?

· What was the outcome?

· What did you learn from the experience?

2.0 Managing and Developing People
How do you stay in touch with your current team?

· Why do you adopt this approach?

· What are the problems / benefits with this approach (seek examples)?

· What steps have you taken to improve the way you communicate with your team?
How do you ensure your team is briefed and up to date on all issues that affect them?

· What do you personally do?

· What do you expect the team to do to keep up to date?

· How do you communicate this accountability?

· Can you describe a situation when the team has not been in possession of the information that they needed?

· What happened?

· What lessons did you learn?

How did you manage your best / worst performer?

· How are these differences reflected in their reward package?

· To what extent do the individuals concerned understand how they need to improve?

· What are you doing to support this?

Describe a situation where there has been conflict in a team that you managed

· How did the situation come to your attention?

· What did you do to manage the situation?

· Why did you take this approach?

· What was the outcome?

Tell me about the last time you went out of your way to publicly recognise the efforts of your team

· Why did you feel it was important to do this?

· Who did you provide the feedback to?

· What was the outcome?

Give me an example of a time when you had to manage a dispirited or de-motivated team / team member?

· How did you manage the situation?

· What did you do to keep spirits up and people focused on objectives?

· What factors did you consider?

· What lessons did you learn?

3.0 Leadership
What targets/quality standards do you have for your team?
· How did you determine these standards?

· How do you involve/engage your team in this process?

· How do you know that these standards/targets are being achieved?

How do you ensure that your team understands what is expected of them?
· What do you do to ensure that your team understands the objectives and progress of the team?
· How do you get feedback from them?

Give me an example of how you have motivated your team to achieve a difficult objective?

· What was the situation?

· How did you approach it?

· What was the outcome?

· What would you do differently next time?

Tell me about a time when your have encouraged creativity and initiative from your team in order to move the service forward

· What was the situation?

· How did you encourage new ideas/suggestions?

· What was the outcome?

4.0 Customer Focus
Give an example of a time when you feel you have gone beyond what was required to provide a good service to your client/customer.
· What was the situation?
· What did you do?
· How does your approach compare with that of your peers?
· What was the outcome?
· How did you know the customer/client was satisfied?
At times we all fail to deliver what a customer/client requires. Describe a time when this has happened to you?
· Why were you unable to meet the needs of the customer/client?
· What did you do/how did you feel?
· What feedback did you receive?
· How did you respond to the customers/clients subsequent request?
· What have you done to prevent the same situation occurring?
When dealing with customers/clients, how do you ensure that you make an immediate impact and create confidence in your capabilities?

· Please give a specific example? 
· Why is it important to do that?
· What feedback have you received? 
Customers/clients are increasingly demanding higher or different levels of service. What have you done to anticipate the future needs of the customer/client? 
· Give a specific example – What did you do? 
· What part did the wider team / others play? 
· What consultation was involved? 
· What feedback did you received? 
Sometimes customers/clients don’t really understand exactly what it is that they want, or they present us with requests that will not meet their real need. Describe a time when you had to ask questions and listen carefully to clarify the exact nature of the customer’s/client’s problem.

· What did the customer/client initially request?
· How did you get to the root of the problem? 
· How did you help the customer/client to articulate the real need?
· How did the customer/client respond?
· What would have been the impact of you not acting in this way?
Describe a new customer/client that you have inherited. How did you go about developing the relationship?

· What response / feedback did you get from the customer/client?
· What has been the benefit to the business / to the customer/client?
· What steps have you taken to ensure the relationship is maintained? 
· What do you believe are the key aspects in building a customer/client relationship?
· How does your approach compare with that of your peers?

Give me an example of a time when you had to deal with a difficult/angry customer/client.
· What was the situation? 
· What did you do? And why?
· What was the outcome?
· How did you ensure the client/customer was satisfied with the outcome?
· What feedback did you receive?
5.0 Personal Effectiveness and Development
Describe your biggest achievement in your current role, or a situation where you feel you performed really well

· Why do you feel it is such a big achievement / strong performance?
· What do you see as the standards of success in your current role? How do you know you were successful?
· How do you ensure that you understand and fulfil your work commitments (example)?
What have you done to develop your knowledge and abilities to help you achieve in your current / future roles?

· In what ways would you say you had developed?
· What opportunities have you taken / created?
· What improvements have resulted?
· How have these helped you?
· How do you ensure that you continue to develop?
Describe the standards (personal and professional) that you use to monitor your own work / the work of your team.

· Why are they important? 

· What difficulties do you encounter in maintaining these standards?

· How do you measure your performance against these?
· How do you ensure standards will be met by others?
· How have you felt when you have not met these standards / things have not been done to your satisfaction (example)?

· What have you done to rectify this?

· What have been the consequences of doing this?

Describe a situation where you received negative / constructive feedback
· How did it make you feel?
· What did you do?
· How have you modified your behaviour in the light of the feedback?
· What further feedback have you received?
· Describe your plans for personal development?

6.0 Resource Management

Describe a time when you have worked with scarce resources to get the best result possible for the organisation
· How did you go about doing this / ensure that you got best value from the resource?
· How did you monitor progress?

· What was the outcome?

· What would you do differently next time?
Tell me about a time when you have had to re-prioritise and organise resources to ensure that the service was maintained
· What was the situation?

· How did you determine priorities?

· What was the result?

· How did you communicate and ensure people understood the rationale?

· What would you do differently next time?
7.0 Collaboration and Partnership Working
Describe a time when you had to modify your own work plans to ensure that the goals of another part of the business were met?
· How did the issue come to light?

· What was your response?

· What did you do?

Describe a time when you needed the co-operation of others to complete a task and they were not co-operative
· How did this make you feel?

· What did you do to gain co-operation?

· How did you encourage others to be more tolerant / considerate?

· How did the individuals involved respond?

· What was the outcome?

· What did you learn from the experience?

8.0 Risk Management and Decision-Making
Describe the kinds of decisions that you are responsible for making in your current role

· How have you defended these when challenged?

· Take me through the process you go through to make such decisions

· What kinds of verbal / numerical information are you required to work with?

· How do you know that you have addressed the cause of problems that you have to solve?

· What is the impact of you making a poor decision?

· How does this make you feel?

Tell me about a decision that you had to take quickly

· How did you know to take the decision?

· How confident were you that you had made the right decision?

· When have you been inclined to take more time making decisions?

· What is different about the two situations that you have described?

Tell me about a time where you feel that you:

a) made up your mind too quickly / were too hasty

b) made the wrong decision

· What makes you say that?
· Why did you feel that you had to make the decision?

· What would have been the implications of deferring?

· What lessons have you learned?

· What alternative action would you take if faced with the same issue?

Describe a difficult decision that you have faced recently

· What made this situation difficult / unique?
· What did you do about this?

· How did you go about solving the issue – talk me through the process?

· What worked well / less well?

· How comfortable were you with the quality of the decision that you made?

· How does your approach compare to others?

Describe a situation where you decided it was necessary to involve others / seek help in the decision making process
· Why was it important that you sought this input?
· How did seeking input affect the quality of the decision made?

· What did you learn from the experience?

Tell me about a time when you were faced with a number of complex issues to resolve and not a lot of time to fully analyse each problem
· How did this make you feel?

· What did you do about it?

· How effective were you?

· With hindsight what would you do differently?

· How did this situation impact on the quality of the decisions that you made?

9.0 Change Management
Give me an example of a time when you had to work through / make a change that you personally disagreed with

· Why did you disagree with the change?
· What did you do about this?

· How successful were you in voicing this opinion?

· How were you managed through the change?

· What would you have done differently?

· To what extent do you still oppose the change?

Describe a situation where you had to adjust quickly to a change in the organisation / shuffle your priorities in response to an emerging business issue?

· How did you go about doing this?

· What were the issues you encountered?

· How did you tackle these?

· What was the benefit – to you, to the business?

· What feedback did you receive?

· How did you ensure that you maintained your performance?

At times we all have to handle conflicting work demands, describe an occasion when you were required to juggle a number of important activities or priorities at once
· How did you manage this / priorities?

· How did the situation make you feel?

· Who did you discuss the situation with?

· How successful were you?

· How has this helped you deal with multiple agendas in the workplace?

It can be frustrating when the goal posts change.  When have you been working towards a goal when this happened?

· What did you do about it?

· How did you set about modifying your plans – describe your approach?

· How did you know that the way you responded was appropriate?
Describe the most significant change that you have implemented in your area / team?

· How did you personally view the change (risks & benefits)?

· How did you communicate the change to others?

· When did you bring others on board?

· Why did you do this?

· What emotional reactions / barriers did you anticipate to the proposed changes?

· How did you deal with these?

· How did you support others through this uncertain period?

· What was the result?

· How did you mange to maintain business as usual?

· How might you have managed the change differently?

Tell me about the most difficult directives that you have had to implement
· Why was it difficult / controversial?

· How did you overcome resistance?

· In what ways did individual responses to the change differ?

· How did you support / engage and encourage others through the change process?

· How did you secure involvement and engagement from others?

