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Why you might find this webinar useful 
 

Do you want confidence in your selection decision? 

Do you only want to meet high quality candidates that would fit with your business or practice team? 

Do you want to have all the templates you need to run a great selection process? 

 

If you’ve answered yes to some or all of these questions, then this course is for you.   A great assessment 

approach will give you: 

 Confidence in how to tell a good candidate from an average one – at each stage of the process, from 

pre-screening to interview 

 Science, objectivity and fairness to your interview, so you know you’re doing things right 

 Clear feedback and insight that will be really valuable when the candidate starts in the job or for 

unsuccessful candidates when appropriate 

 The candidate experience can also be well managed, which can help your reputation as an employer and 

your brand  
 

Whether you are new to recruiting or have been doing it for years, this course will show you the best practice, 

why it works and give you all the tools to do it yourself.  

Bringing new people into your team can be challenging and you might worry about: how they fit with the 

existing team; how they will perform; how clients will respond to them; and indeed whether you have time 

to go through a selection process in the first place.    

It is worth bearing in mind that research indicates that the cost of recruiting a bad hire can be between 1.5-

3 times the person’s salary.  And getting it right makes a huge difference.  Gallup research found that people 

who enjoy their jobs and work to their strengths deliver 10-20% higher performance than people who don’t 

really like their work.  So it pays to get the right person in the job.   
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The webinar associated with this workbook talks you through the key stages of recruitment best practice 

and gives you tips and ideas for making it a useful and hassle-free process.    Use the workbook and webinar 

together to build your knowledge.  

This workbook is arranged in three chapters – mirroring the chapters in the webinar and structured around 

the three steps to better recruitment: 

Chapter 1: Work out what you need  

This has tools and techniques for exploring what good looks like and working out how you might be able to 

see that in potential candidates.   It is without doubt time well spent and will help you get things right from 

the start.  

Chapter 2: Target the right people  

This is about attracting the right types of candidates so that you have a pool of potential recruits to choose 

from.  You will need to have a great advert and a sound screening process so you only meet high quality 

candidates.  

Chapter 3: Select the best person   

This is about gathering evidence from your pool of candidates so that you can fairly and objectively compare 

them with one another.  You’ll then be able to make a confident decision as to who is best placed to fill the 

spot in the team.  We’ll look at best practice and how to conduct an ace interview.  

There is also a separate document with all of the templates that are in this workbook.  You can amend these 

documents for your specific purposes.    
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Review your learning 

Before you start the course, answer the questions below to rate your confidence and knowledge levels.  

We’ll ask you these questions again at the end of the course so you can monitor your learning. 

How confident are you with: 
1 – Very low confidence 
5 – Very high confidence 

Understanding the needs of a role, what we really need in 
the business and what sort of candidate we’re looking for? 

1 2 3 4 5 

Advertising and attracting the right kind of candidates to 

apply for a role? 
1 2 3 4 5 

Structuring an interview appropriately? 1 2 3 4 5 

Asking questions that will give you the evidence that you 
need to decide who is the best candidate?  

1 2 3 4 5 

 

How much do you know about: 
1 – I know very little 
5 – I know a lot 

The common pitfalls in assessing? 1 2 3 4 5 

The guiding principles of assessing candidates for a role?   1 2 3 4 5 

Asking questions that will give you the evidence you need 
to decide who is the best candidate?  

1 2 3 4 5 
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Chapter 1: Work out what you need 

In this section we look at how spending time upfront to create an accurate, clear and outcomes-focused role 

profile will make your life easier for recruitment and also when someone joins your team.   

You will instantly have the objectives that they need to be working towards and clarity on what is expected 

of them.   We also talk through the tools you might use for assessing potential candidates.   

Planning all of this upfront will make your process smoother and more effective.   This chapter finishes with 

a checklist of actions to ensure you are ready to move on to the next stage.  

Contents: 

Preparing the role profile 

Role profile template 

Selection process design 

Choosing selection methods 
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Preparing the role profile  
 

The first and most critical mistake we make in recruitment is diving into advertising and screening résumés 

before really working out what we’re looking for.   Let’s stop and consider what we need.  There are three 

stages to this: first we want to explore why the job exists and get the context or bigger picture to the role; 

secondly we want to identify the outcomes that the role needs to deliver; and finally we establish how those 

outcomes need to be achieved, the behaviours, knowledge and experience that are necessary.    

In the webinar, we suggest that you do this through conversations with colleagues and even mind map your 

discussions.   

The big 
picture 

Why does this job exist? 

What is the purpose of the role? 

Why would I pay anyone to do this? 

What value will they add to my business? 

The 
outcomes 

What would someone have achieved in the first 6 months in the role which would 
impress me? 

And in 12 months? 

And in 24 months? 

How will I know they had achieved that?  What measures will be seen? 

How? 

How do each of those outcomes need to be done in a way that fits well with the 
team?  In a way that fits well with our clients?  And in a way that will add value? 

What behaviours will I observe? 

What knowledge will they need to have? 

What qualifications or expertise will they be able to show? 

What activities will they undertake in order to deliver each of those outcomes? 



<LOGO>            Role Profile – JOB TITLE 

  

Purpose of the role 

 

Why does this role exist?   

How does it contribute to the team? 

What impact will this role have? 

 

 

Main duties and responsibilities 

 

The main areas of focus for this role are: 

 Group the outcomes and aim for a maximum of 4 key areas e.g.   

 Client experience 

 Operations 

 Finance 

 People management 

 

 

Key area 1 – eg Client Experience 
 

What? How? 

Outcome eg, clients give an 
average 8/10 satisfaction 
rating 

Behaviour, knowledge eg, individual delivers excellent service and asks clients 
how we can do things better for them 

Outcome Behaviour, knowledge, etc 

Outcome Behaviour, knowledge, etc 

Measures of success: – How will you know? Eg, client feedback forms 

 
 

 

Key area 2 
 

What? How? 

Outcome Behaviour, knowledge, etc 

Outcome Behaviour, knowledge, etc 

Outcome Behaviour, knowledge, etc 

Measures of success: – How will you know? 
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Key area 3 
 

What? How? 

Outcome Behaviour, knowledge, etc 

Outcome Behaviour, knowledge, etc 

Outcome Behaviour, knowledge, etc 

Measures of success: – How will you know? 

 

 

Key area 4 
 

What? How? 

Outcome Behaviour, knowledge, etc 

Outcome Behaviour, knowledge, etc 

Outcome Behaviour, knowledge, etc 

Measures of success: – How will you know? 

 

 

 

Person specification – the qualities required to fulfil this position 

 

 Any specific knowledge, expertise or qualifications identified as necessary to achieve the outcomes? 

 Any recurring behaviours required to fit with the team and clients of the business? 

 

 

This role reports to: who will be their manager? 

 

Anything else?  Is there anything not covered above that you think is critical to the role’s success?   
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Selection methods 
 

Having developed a great role profile that outlines the expectations and key criteria for the job it is now time 

to plan how you will gather evidence from potential candidates in order to help you identify the best person 

for the job.  How can you measure the skills and behaviours you’re looking for?  What selection tools should 

be used?  Which are most likely to predict success in the job? 

In the webinar we talk through some of the research showing the validity of each selection tool most 

commonly used across industries.   Validity in this context means how well something does what it is designed 

to do – or which tools best predict job performance. 

The best selection process features a combination of structured interview and other assessment tools so that 

you get a picture of someone’s skills and experience from at least two different angles.  An interview only tells 

you what someone wants to tell you!  Adding a work sample assessment or exercise gives you a different 

angle.  
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Selection process design  
 

This is intended to help you decide what methods you want to use.  We strongly recommend you use at least 

two different methods to give you a greater chance of getting to know someone’s ability.  There are three 

steps in designing your selection process: 

 

Step 1: WHAT?  Clarify your priority criteria 

Start by prioritising up to 6 of the outcomes detailed on your role profile.  These priority outcomes are what 

you will be assessing the candidates on (limiting it to 6 will keep you focused and ensure that it is feasible to 

measure someone on them given the time constraints).  To prioritise your outcomes, ask yourself: 

– Which outcomes are a result of the most frequent aspects of the role? 

– Which outcomes will have the greatest impact? 

– Which outcomes do we need the most? 

– Which outcomes are the hardest to train, so we need the capability to deliver them from the start? 

 

Step 2: HOW?  Assessment of criteria 

Then for each outcome you need to think about how you might assess this.  The table on the next page will 

help you to start thinking about how you are going to assess each priority outcome, but it is by no means a 

comprehensive list.  Make sure that you are planning to assess the skills that will ensure those outcomes are 

achieved.   

Of course you can interview candidates and find out about their experience. More guidance on writing 

interview questions is provided in chapter 3.  A work sample assessment will help you to see them actually do 

the job.  This will increase your confidence in your assessment of their skill.   

 

Step 3: WHEN? Stage of assessment 

You might find that there are some critical criteria that a candidate must have.  In which case, identifying this 

early on is important.  You might want to check it in the application form or by a pre-screening activity (more 

on this in the next chapter).  
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Step 1 – What are my priority outcomes? 
 

Step 2 – How will I assess the skills required to achieve these outcomes? 
 

Type of skill: Assessing in an interview – example questions Assessing with a work sample 

People management 
Give me an example of when you have managed someone… 
What have you found most challenging? 

Role play with a team member – how do you give 
constructive feedback? 
Case study – how would you brief a team on upcoming 
change? 

Working with clients 
When have you had a particularly difficult client? 
Which client relationship are you most proud of?   

Telephone role play with a client  
Face to face role play with a client 

Working with colleagues 
What do your colleagues say about you? 
When have you had a difficult colleague to work with? 

Role play with a colleague 
Spend an hour on reception 

Using technology or 
practical skills 

When have you used…? 
How do you ensure you are using X correctly? 

Typing test / filing activity 
Show me how you would do….  

Technical expertise 
Talk me through a complex case you have worked on 
When have you dealt with…? 

What would you do if? – present some complex case 
examples to see how they go about addressing them 

Written skill 
What feedback have you had on your reports? 
How do you make sure others understand you? 

Produce a sample of your work 
Write a response to….  

 

Step 3 – When will I assess these skills? 
 

Application form? 

Pre-screening activity? 

Face to Face? 
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Chapter 2: Target the right people  

In this section we talk about how you can use the work that you have done upfront on the role profile, to help 

you write a great advert and screen potential candidates.   

This is about attracting the right type of candidate so you have a pool of potential recruits to choose from.   

You will need to clearly communicate what you are looking for, think about the sorts of candidates you want 

to attract and highlight the features of the role that may be relevant to them.  

Contents: 

Preparing the advert 

Advert template 

Applications 

Application form template 

Screening applications 

Screening examples 
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Now we can consider the kind of person who would love the job: not endure it or maybe like it – love it. 

What kind of person would enjoy this?  This will help you advertise for the person who’s not only likely to 

apply for the job, but also be good at it and stay with you. 

 

If you’re looking for someone who can organise things – write something that would appeal to that person –

“do you get a kick out of sorting things out?” If you’re looking for someone who will push for better 

profitability in the team, try something like, “do you enjoy motivating a team to deliver better results?”  

 

By writing this as a question you draw in people who answer yes and switch off people who answer no – you 

have created a self-selection tool which will save you time as the applications come in. 

 

Also think about looking more broadly for the person you want.  Must they have certain technical 

experience, or if they had the right attitude, could you train them?  Do they really need experience in the 

same sort of business in order to run reception or customer care?  Or could you find someone with different 

business experience who could add a fresh perspective?  

 

Looking outside of your usual criteria and restrictions may help you focus more on the attitude and 

behaviour candidates bring rather than the experience and credentials. 

 

So whether you’re going for word of mouth, Facebook pages, website vacancy publication or more 

traditional advertising, have a way of communicating what you’re looking for that will target the right 

people.  

 

And if you do go down the advertising route, think about where you can advertise to get the broadest 

experience range that could be useful to you. 

 

On the following pages are some example adverts. 
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Advert Example 1 
 

The example on the left looks like any other advert – nothing stands out.  Be more specific about what you 

want and ask questions to appeal to the kind of person who might thrive on doing this job.  Writing number 

of years’ experience is illegal under age legislation so instead describe what experience you expect a good 

candidate to have. 

 

A better example: 
 

• Are you confident, with a can-do attitude?   

• Do you love the idea of helping clients find the service they need? 

• Would you enjoy the challenge of running a reception team in a growing company? 

 

If you answer yes to these questions, we want to speak with you about our Senior Receptionist role in our 

North Yorkshire Office. 

 

You need the skills and confidence to greet our clients, find our their needs and offer the best service to 

them possible.  We will train you to use our systems, but experience of working with systems X and Y would 

be useful for you to get up and running quickly.  Our existing reception team is well established and 

hardworking, so you will need to build good relationships with them and lead the team through some 

system and process changes we’re just starting.   

 

To apply, please contact: abc@business.com  

 

 

 

 

 

Immediate Start – Exclusive North 

Yorkshire Office 

 

The office is in a great location.  They 

require an outgoing, confident senior 

receptionist to give great customer 

service.  A track record of great service, 

plus some previous office management 

experience would be an advantage.  

Minimum 3 years of receptionist 

experience is required.  Benefits 

include: 

• £XXXX per annum salary 

• 20 days annual leave + bank 

holidays 

• Generous CPD 
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Another example for a slightly different role  
 

 

• Do you get a kick out of building relationships with people? 

• Are you influential, gaining buy-in and persuading people to try new things? 

• Would you enjoy being part of a management team where you can contribute to growth and 

success? 

 

We are looking for a Customer Services Manager – a new role in the business to deliver greater service across 

all our teams and sites. 

 

In order to become the best we can be, we need to offer the best customer service and satisfaction.  This role is 

designed to deliver improved service and satisfaction, which we could measure using the Net Promoter Score and 

wider client feedback – in order to grow customer loyalty and referrals – all contributing to the financial growth of 

the business.  

 

Main Duties & responsibilities:  

 

The key areas of focus for the Customer Services Manager are: 

 

• Delivering high levels of customer service and satisfaction across the whole group 

• Developing, encouraging and leading the reception teams 

• Marketing - attracting, maintaining and increasing client base 

 

All of this needs to be delivered through strong relationships with the existing team of directors.  The Customer 

Services Manager will need to work with the directors to understand the company vision and deliver this through 

great customer service across all teams. 
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• Three to four questions 

• What will they particularly enjoy? 

• What difference will the role make? 

 

We’re looking for a <job title> in our <describe what differentiates your business>. 

 

You will need to be able to <key skills and behaviours from role profile>. 

 

Your main duties will involve: 

• Key areas from role profile 

• Key areas from role profile 

• Key areas from role profile 

 

For more information, please contact: 

 

 

  

Advert Template 

 
You can adapt this to suit your style; it 

is certainly a good starting point. 
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It can be very difficult to know if a candidate is any good from a résumé.  How many times have you 

interviewed someone or recruited someone that sounded great on paper, then just didn’t perform?  So think 

about that in reverse, how many résumés do we see that aren’t great yet could be from a great candidate?  Is 

the skill of writing a résumé the same as the skill of a great team manager?  A great receptionist?  A technical 

expert?  Someone your clients will love? 

The critical thing is to refer back to your role profile.  This is your criteria of what you need from the candidate 

and will help you prioritise what you screen for in applicants.  

You could use an application form with specific questions that will help you screen candidates.  Part of the 

issue with a résumé is that people don’t know what to include so you end up with all sorts of irrelevant 

information which can be a waste of your time and a dangerous distraction.   An application form allows you 

to tell candidates what information you want to know.  Here are a couple of examples:  

• List your recent experience of complex cases, detailing what was involved, challenges you 

experienced and what you did about them 

• Detail how you have improved the quality of customer service provided in your current business 

or a previous business you have worked in.  What did you do and why? 

 

You can also include some simple yes/no questions that relate to the basic criteria. These could be your 

immediate critical questions.  Questions like: 

• Are you experienced in using system X so you can use it without supervision? 

• Have you gained X qualification? 

• Can you give examples of successfully working with challenging customers? 

 

On the next few pages we have provided a template for an application form.  You can of course adapt or 

change this for your own needs.  It is designed to be a helpful starting point.  

Applications 

 



Apply to work with us    <LOGO> 
   

 
 

PRIVATE AND CONFIDENTIAL                                           POSITION APPLIED FOR: ROLE TITLE 
 

Return this form to:          
CONTACT NAME 
CONTACT EMAIL 

 

Critical questions: 

Q1  Yes      No    (If no, you do not meet the minimum criteria for the role) 

Q2     Yes      No     (If no, you do not meet the minimum criteria for the role) 

 
    

  Title 
 

 

Forename(s) 
 

Surname 
 

 

Address:  
 
 

   

   
   Postcode:                                             Telephone number:                                                   Email address: 

  Current driving licence?   Yes/No        Groups:                                       Expiry Date: 

  Are there any restrictions on you taking up employment in the UK?      Yes             No    (If yes, please provide details) 

  Do you have any unspent criminal convictions?                                           Yes             No    (If yes, please provide details) 

 

 

Competency questions – tell us about your experience 
 

1. Ask for an example of when they have been involved in a key area of the role profile 
 

 



 

 
 

 

 

2. Ask for an example of when they have been involved in a key area of the role profile 
 

 

 

 

 

3. Ask for an example of when they have been involved in a key area of the role profile 
 

 



 

 
 

Employment history (Please complete in full and use a separate sheet if necessary) 
 

Name & address of employer  
and when you worked there 

(MOST RECENT FIRST) 

What you did – job role,  
responsibilities and key achievements 

(Please use a separate sheet if required) 
Reason for leaving 

 
 
 
 

 
 

  

 
 
 
 
 
 

 

  

 
 
 
 
 
 

 

  

 
Relevant education 
 

Training Provider / College / University / School                                  Qualifications or Training Completed 
 
 
 
 
 
 
 
 
 
 

 



 

 
 

References 
Please note here the names and contact details of two people we could contact for a reference – including at least one from your 
previous / current employer. 

1. 
 

 

2. 
          

 

Tell us about you 
 

Why have you applied for this role?  What appeals to you about it and what do you see that you could bring to the 
role and to this business?  Please describe your knowledge, skills, attitude and experience and how you see that 
these meet the requirements of the role.  It would also be helpful to know what notice period is required in your 
current role, if relevant. 

 
 

 
 

The important legal bit 
 
I confirm that the above information is complete and correct and that any untrue or misleading information will give 
my employer the right to terminate any employment contract offered. 

 
 
Name:  …………………………………………………..                 Date:  ……………………………………….. 
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Screening Applications 

 

You’ve saved time already by not having to read through painful résumés – now think about saving that 

awkward interview time when you know this candidate is not suitable yet it’s the polite and right thing to do 

to stick with it for a full allocated time in order to give them a fair chance!  You could avoid that by having 

another screen – another stage for them to prove they’re worth meeting.  There are a couple of activities that 

you could put in place. 

Telephone interview 

This would be an opportunity for you to speak with the candidate and clarify elements from their application 

form.  You might want to check that they have a good telephone manner if speaking over the phone is 

something they are likely to be doing regularly.   

An example telephone interview is provided in the following pages.  Keep the call to just 10-15 minutes to 

save you time. 

Work sample telephone activity 

If there are specific activities that the person will need to do on the phone in particular, you could also test 

this using a work sample activity.  Think about what samples of the real job you could give them to do as a 

test of their suitability for the role.  As a second stage assessment for a office receptionist, screened candidates 

(having been briefed and prepared) could receive a call to their phone from a role-playing customer asking 

how much certain services would cost.   

An example of a work sample telephone assessment is provided in the following pages.  
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Example Telephone interview  

 

Thanks for taking the time chat about the job – we have about 15 minutes is that still ok? 

 

I see from your résumé you have been working with XYZ booking system in your current job.   

• How do you find that?  

• When you first started how did you go about learning how to use it?   

• What problems did you have using it?  How did you respond? 

• How do you make sure you are accurately using the system?   

• What feedback have you had about using the system? 

 

I also see on your résumé that you have been training people on a new process. 

• What is the process?   

• Who are you training?   

• How have you approached that?  What preparation did you do? 

• How did you make sure each person understood? 

• What feedback did you get from them? 

 

Thanks for your time.  It’s been good to chat and get to know you.  We are doing the telephone interviews 

this week and will be in touch early next week by email to clarify next steps.   Do you have any burning 

questions right now?  

Screening Examples 

 
In this example the analysis of the job 

highlighted two key criteria that each 

candidate was scored on: 

• The receptionist needed to have a 

friendly and professional 

TELEPHONE MANNER (this was 

assessed throughout the 

telephone interview) 

• They needed to be able to quickly 

pick up the BOOKING SYSTEM and 

use it accurately 

• They needed to have the skills and 

confidence to train others on new 

processes 

 

This interview was followed by a role 

play as a screening activity before 

meeting them in person. 
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Example Telephone Role Play (briefing for the candidate) 
 

You’ve been asked by one of the directors to chat with Jane over the phone in preparation for a meeting next 

week.  You have not met her in person as you are very new in post.  Jane is known to be challenging and not 

keen on changing things, yet you are responsible for running a meeting with two teams next week to talk 

about change.  You have heard from colleagues that Jane has been vocal about her preference to remain 

working in the same way.  You have booked in the call with Jane to find out about her concerns and make a 

start on influencing her – so that you can have a more productive meeting next week. 

 

About Jane:  Jane is a senior member of the receiption team who is extremely focused.   She has a no-nonsense 

attitude and can sometimes appear abrupt.  She has 7 years continuous service and is quite set in her ways.   

Her work colleagues describe her as having a real passion for the work of the business, the ‘go-to person’ who 

is extremely focused but doesn’t always have the best interpersonal skills, particularly when she is busy. There 

has been a recent incident with a new receptionist who has been upset by Jane’s abruptness. 

 

What your meeting next week is about:  A need for everyone to interact more with other teams and 

customers to improve efficiency, effectiveness and customer service in the business.  This is starting with the 

introduction of new weekly meetings between the Reception Team and Customer Service Team to review 

the past week, look for opportunities and plan for the coming week.  This change idea was introduced by 

one of the directors, Alan, before you started and you are now starting to implement it.  The Customer 

Service Team works well and the Reception Team works well but going forward the business goal is for both 

teams to work more closely with each other in order to improve efficiency, shared learning and customer 

service.   
 

About your call:  Jane is expecting the conversation about the new changes and has 15 minutes available.  

Stay on the line after your call to have a further conversation with our interviewer lasting up to 15 minutes.    

Screening Examples 

 
In this example the analysis of the job 

highlighted two key criteria that each 

candidate was scored on: 

• The customer services manager 

needed to be skilled at building 

instant relationships with all sorts 

of people 

• They needed to influence more 

challenging members of the team 

to take on new processes and 

approaches to work 

 

Candidates were sent the brief shown 

on the right to prepare for the call.  

Then an interviewer playing the role of 

Jane called the candidate at an agreed 

time.  After around 15 minutes of role-

playing, the interviewer asked some 

follow-up questions about the 

approach the candidate took and when 

they had dealt with similar challenges in 

the past. 
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Chapter 3: Selecting the best person   

In this section we talk about gathering evidence from your pool of screened candidates so that you can fairly 

and objectively compare them with one another.  You’ll then be able to make a confident decision as to who 

is best placed to fill the spot in your team.    

We highlight some best practice in assessing that helps to limit potential pitfalls and we talk about how to 

conduct a great interview.    

Contents: 

Best practice  

Interview template 

Evaluation of evidence 

Sample interview questions  
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Best practice 

In the webinar we discussed a number of pitfalls that assessors can often fall into.  For example, we all know 

that we make judgements on first impressions or we might fall into the trap of selecting people who are just 

like us (but not necessarily the best candidate for the job).  Whatever you are assessing there are some good 

principles to follow.  There are things that you need to focus on DURING the assessment activity and things 

that you need to leave until AFTER the activity.   

You’re only human!  Trying to do everything at once is going to mean that you miss some things that might be 

important to your decision.   

 

 

 

 

 

 

 

 

DURING the interview or assessment activity, focus your attention on OBSERVING & RECORDING.   

When observing candidates you should make notes to record the behaviours you see and the responses you 

get from them.  This can help you gather all the evidence you need without falling into one of the potential 

pitfalls.  It also means that you are not reliant on memory, which can be unreliable due to our biases. 

AFTER the interview or assessment activity, we come to making some evaluations.  First we want to CLASSIFY 

the observations in our notes as either positive or negative.  Having done that we are able to EVALUATE the 

overall performance of the individual against the key criteria from the role profile.  
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The other element of best practice we discuss in the webinar is how we can use interview questions 

consistently and fairly.   Here we suggested using open questions and asking for specific examples.  The 

purpose of the interview questions is to ensure that you gather evidence of what the person can do.  Getting 

general or hypothetical answers is only going to give you evidence relating to what the candidate knows or 

what the candidate thinks you want them to say.  Real evidence is going to be what they have actually done 

or said in the past so it is most helpful to ask them about specific examples of when they have done something 

in the past.   

One way to make sure that you are fully exploring the examples that the candidate shares is to follow the 

STAR approach to questioning: 

 

Ask about the SITUATION. 

What was the context?  Why were they involved?  Who else was involved? 

 

What did they need to do?  What was their specific role in the situation? 

 

Then find out the ACTIONS they took. 

What did they do?  What did they say?  What challenges did they need to 

overcome?  How did they do that? 

 

And finally find out about the RESULTS of their actions. 

How did others respond?  What was the outcome? What feedback did they 

get?  What did they learn from that experience? 

Situation 

Task 

Actions 

Results 
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Interview Template 
 

Introduction 

In this interview, what I am looking to do is find out examples from you about your skills and experience relevant 

to the role of ****.   We are looking for indications of potential success in the role of ****** at our business so 

I will be asking you for specific examples about when you have demonstrated that you:   

• Key criteria from role profile 

• Key criteria from role profile 

• Key criteria from role profile 

• Key criteria from role profile 

 

Try and be as specific as possible when you are explaining your examples. 

I will be taking some notes so I may not always be able to make eye-contact but please don’t be put off by that.   

We have an hour together for this interview. 

Do you have any questions about the interview process? 

 
 

Getting to know you  

Before we get into the competency questions, I’d like to understand a bit about you, your background, key job 

roles you’ve had etc as they relate to the role here.  It’s up to you how far back you go, but I want to get a feel 

for what you have done before, what experiences have been important, anything you think is relevant to your 

applying here. 

Talk me through your résumé and the roles relevant to this one. 

Listen carefully and aim not to interrupt.  Make many notes here on what they say about the jobs they have done, 

decisions they have made and how they see this relates to the role. 

If the candidate starts to dry up on things to say, you could prompt with one or more of the following: 

• What experiences have you had that you think will prepare you well for working here? 

• What has been your favourite role to date? 

• What made you leave the most recent role?  And the one before that? 
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And now tell me why you’re here.  What made you apply for this role? 

 

 

These were the questions we asked on our website/Facebook page as part of 

the job ad.  What is your reaction to these questions?   

• Questions from job ad eg, “would you get a kick out of…?” 

• Questions from job ad 

• Questions from job ad 

Ask them why?  

 If they say yes – why?  If they say no – why?  If they say that’s what interested them in the role – why? 

 

Moving onto the key criteria for the job…. The first criteria relates to: XXXX (key criteria from the role profile) 

 

Give me an example of when…… 
Explore using STAR: 

Situation – what was going on, why? 

Task – what did you need to do?  Why? 

Action – so what exactly did you personally do?  Why?  What else?  Who else helped? 

Result – what was the outcome?  What feedback did you get?  What did you learn from that experience?  If the 

same thing happened again, what would you do differently? 

 

 

Give me an example of when…… 
Explore using STAR: 

Situation – what was going on, why? 

Task – what did you need to do?  Why? 

Action – so what exactly did you personally do?  Why?  What else?  Who else helped? 

Result – what was the outcome?  What feedback did you get?  What did you learn from that experience?  If the 

same thing happened again, what would you do differently? 

 

The next criteria relates to: XXXX (key criteria from the role profile) 

 

Give me an example of when…… 
Explore using STAR: 

Situation – what was going on, why? 

Task – what did you need to do?  Why? 

Action – so what exactly did you personally do?  Why?  What else?  Who else helped? 

Result – what was the outcome?  What feedback did you get?  What did you learn from that experience?  If the 

same thing happened again, what would you do differently? 
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Give me an example of when…… 
Explore using STAR: 

Situation – what was going on, why? 

Task – what did you need to do?  Why? 

Action – so what exactly did you personally do?  Why?  What else?  Who else helped? 

Result – what was the outcome?  What feedback did you get?  What did you learn from that experience?  If the 

same thing happened again, what would you do differently? 

 

 

The next criteria relates to: XXXX (key criteria from the role profile) 

 

Give me an example of when…… 
Explore using STAR: 

Situation – what was going on, why? 

Task – what did you need to do?  Why? 

Action – so what exactly did you personally do?  Why?  What else?  Who else helped? 

Result – what was the outcome?  What feedback did you get?  What did you learn from that experience?  If the 

same thing happened again, what would you do differently? 

 

 

Give me an example of when…… 
Explore using STAR: 

Situation – what was going on, why? 

Task – what did you need to do?  Why? 

Action – so what exactly did you personally do?  Why?  What else?  Who else helped? 

Result – what was the outcome?  What feedback did you get?  What did you learn from that experience?  If the 

same thing happened again, what would you do differently? 

 

 

 

Close the interview by asking the candidate if they have any questions for you.  Let them know when you will be 

in touch with feedback/outcome. 
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This section provides you with some questions you might like to ask, based on different criteria.  Feel free to 

use these and tailor to your needs.  Remember you are looking for real examples and aiming to explore those 

examples using the STAR approach. 

 

Talk me through a particularly complex case you handled 

What made the case complex?  How did you identify the issues?  How did you explain these to the client?  

How did they respond?  What was the outcome?  How reflective of your usual approach is that? 

Tell me about when you have found a case difficult to manage 

What made it difficult?  How did this case come about?  What did you do?  What was your communication 

with the client?  Who did you go to for help?  What was the outcome?  On reflection, why do you think you 

found this particularly difficult?  What have you learned from that for future cases? 

 

Give me an example of when you have made recommendations to improve competitive positioning?   

What research did you do?  How did you decide on that recommendation?  What impact did it have on the 

business?  What obstacles did you face?  How did you respond?  What was the outcome? 

Tell me about a time when you have introduced a process to improve efficiencies 

How did you identify it was necessary?  What options did you consider?  How did others respond?   What did 

you learn from rolling out that process? 

Tell me about a time when you have used your knowledge of competitors to develop a client base? 

How did you gain that competitor knowledge?  What gave you the idea?  What options did you consider? 

How did you make sure your idea would work?  How did it have an impact on the client base? 

  

Consultation with clients 

 

Commercial focus 
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When have you made a customer really happy? 

What was the situation?  What did you do?  What made you decide to do that?  What was the outcome? 

How did this impact other things – like your time?  Business resources?  Looking back, what would you have 

done differently? 

When have you dealt with an unhappy customer? 

What was the situation?  What did you do?  What made you decide to do that?  What was the outcome? 

How did this impact other things – like your time?  Business resources?  Looking back, what would you have 

done differently? 

Tell me about a time when you have rolled out a new customer service procedure/protocol? 

What did you do?  Who was involved?  What challenges did you come across?  How did you overcome 

these?  What feedback did you get from your colleagues? 

When have you delivered excellent customer service? 

What did you do?  Who was involved?  What challenges did you face?  What feedback did you get from the 

customer and your employer? 

 

Tell me about a time when you have helped other people resolve an IT problem for themselves 

How did you approach doing that?  Why did you take that approach?  What challenges did you face?  How 

did you avoid just fixing it for them?  How did you know they were successful?  What did you learn from that 

experience? 

When have you made changes to ensure an IT system was being used most efficiently? 

How did you identify it was necessary to make changes?  What did you do?  How did you ensure everyone 

knew what was required?  What responses did you get from others?  What was the outcome? 

Customer focus 

 

Using technology 
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When have you had to learn something quickly?   

Why was speed important?   What did you do?   How did you go about learning?   What was most 

challenging about that?   What was the outcome? 

Tell me about the last time you learnt something new 

What did you learn?  Why did you need to learn that?  How did you approach learning about it?  What was 

easy?  What was difficult?  How did know you had got it right?  What feedback did you get from others? 

 

When have you not got on well with someone? 

What was the situation?  What stopped you from getting on with them?  What did you do?  Why?  What 

was the outcome?  If the same situation came up again, what would you do differently? 

When has it been difficult for you to tell the truth, perhaps a mistake you made or telling someone 

something they might not want to hear? 

What was the situation?  What did you do?   What made you decide to do that?  What was the outcome?  If 

the same situation came up again, what would you do differently? 

Tell me about when you have had to deal with a specialist 

What were the circumstances?  What did you need to do?  How did you make sure they understood what 

you were saying?  What questions did you ask?  How did they respond to you?  How did you make sure you 

understood what they said?  What was the outcome? 

 

 

Learning quickly 

 

Relating to different people 
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Tell me about a time when you have managed a new team? 

What did you do?    How did you build rapport?    What was the most challenging aspect?   What was the 

outcome?  

Give me an example when you have supported your team? 

What was the situation?  What did you do?  What was the outcome?  How did the team respond? 

When have you helped someone improve their performance? 

What was the context?  What did you do?  What made you choose that approach?  How did the person 

respond?  What was the outcome?  How did others respond? 

When have you managed a poor performer? 

What was the context?  What did you do?  What made you choose that approach?  How did the person 

respond?  What was the outcome?  How did others respond? 

 

Tell me about a time when you were under a lot of pressure 

What made this a high pressure situation?  What did you need to do?    So what did you do?  How did others 

react?  What feedback did you receive?  If the same thing happened again, what would you do differently? 

Tell me about a time when you have been in a conflict or difficult situation 

What made this a conflict or difficult situation? What did you need to do?   So what did you do? How did 

others react? What feedback did you receive? If the same thing happened again, what would you do 

differently? 

  

Team management 

 

Working under pressure 
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Review your learning 

Now you’ve finished the course, answer the questions below again to rate your confidence and knowledge 

levels.  Look back at your responses on page 4 to see how much you’ve learned.  

How confident are you with: 
1 – Very low confidence 
5 – Very high confidence 

Understanding the needs of a role, what we really need in 
the business and what sort of candidate we’re looking for? 

1 2 3 4 5 

Advertising and attracting the right kind of candidates to 

apply for a role? 
1 2 3 4 5 

Structuring an interview appropriately? 1 2 3 4 5 

Asking questions that will give you the evidence that you 
need to decide who is the best candidate?  

1 2 3 4 5 

 

How much do you know about: 
1 – I know very little 
5 – I know a lot 

The common pitfalls in assessing? 1 2 3 4 5 

The guiding principles of assessing candidates for a role?   1 2 3 4 5 

Asking questions that will give you the evidence you need 
to decide who is the best candidate?  

1 2 3 4 5 

 


