PERFORMANCE BASED INTERVIEWING

INSTRUCTOR NOTES

The following pages contain materials for you to use in your training session:

1. sample letter of invitation to those identified for the training

2. Introduction to PBI (sent out with the invitation)

3. sample training agenda

4. copies of all student exercises with discussion notes and answers

INVITATION

To:

From:  

1. You are about to make a decision that is vital to the continued success of this organization.  You are about to hire a new employee.  I often remark that the strength of our facility is found in the excellence of our staff.  It is only through identifying and hiring the best applicants that we can continue to improve the quality of care that we provide to our veterans.

2. To assist you in your quest to identify the best applicant, you have been selected to attend an 8 hour training course on Performance Based Interviewing.  This proven methodology for identifying the best candidate will be presented in a hands-on fashion that will enable you to employ the behavioral interviewing techniques used by major corporations across the country.

3. The training will be held on Monday, June 18th in Room B332.  It will begin promptly at 8:00 a.m. and end at 4:30 p.m.  Be sure to bring a copy of the job description for which you are currently recruiting.  You will use it in the training class.  Please do not bring your pagers to class.  Your instructor is….

AN INTRODUCTION TO

PERFORMANCE BASED INTERVIEWING (PBI)

PBI is based on three critical characteristics.  First, in order for any interviewing method to be effective, it must be based on observable, job-relevant, behavioral information.  Traditional interview questioning does not lend itself to obtaining information that can be characterized in this way.  Traditional interviewing and management selects candidates based on how they answer questions concerning how they should behave, then seeks to change behaviors when the applicant is hired.  Behaviors are very difficult to change and, once established, tend to continue through the life of an individual.  The psychological underpinnings of PBI are actually based on that fact.  The applicant that actually has exhibited the behaviors that will make them successful is the most likely to succeed.  Therefore, the traditional interview format must be altered if it is to permit the gathering of information on past behaviors.  PBI is based on the premise that prior behaviors are the best predictor of behaviors that will be exhibited in any given job.  Correctly matching the behaviors necessary for success with those exhibited by the applicant will significantly increase the likelihood that the chosen applicant will be a success in any given job.  Candidates are asked to describe how they have accomplished work requirements in prior situations.  This process permits the interviewer to hear about actual job-related behaviors that can be readily evaluated for effectiveness and tied to the requirements of actual on the job performance.  To determine the behaviors necessary for success in the job, PBI also requires an analysis of the actual job(s) being considered.

The second characteristic of PBI is that careful training of interviewers is vital.  Certain specific skills need to be developed in order to document job-related behavior.  These skills include observing, documenting, questioning, listening, responding, and evaluating.  The trained interviewer will use each at these skills to obtain accurate job-related data, resulting in more rational and effective employment decisions.

Third, PBI is based o the premise that job candidates should (and do) select organizations as well as vice-versa.  A mismatch resulting from either the candidate’s or organization’s selection mistake will undoubtedly yield negative consequences associated with poor performance, low job satisfaction, and high turnover.  In order to facilitate an effective candidate/organization match, it is critical that the candidate obtain an accurate picture of the job and organizational demands; that is, a realistic job preview.  In addition, the interviewer needs not only to provide a reasonably detailed account of the job activities involved, but also to explain both the supervisors and the organization’s expectations for performance to the candidate.  Such information exchange is just as critical to the proper match as is an accurate skills assessment.

PBI is a systematic approach to job interviewing that is based on an analysis of requisite job duties and skills, the observation of knowledge and skill behaviors required for job success, and a matching process based on candidate and organizational expectations for job performance.  In order for PBI to be successful, interviewers must learn effective interviewing techniques in order to make the best selections.



Throughout this process, PBI emphasizes the accomplishment of four basic interview goals necessary for effective results.  They are:

1. Understanding the behaviors that lead to success in the job.

2. Crafting questions that will permit the interviewer to determine the degree to which the applicant has exhibited the desired behaviors.

3. Conducting fair, legal and impartial interviews that elicit information on the applicants past behavior in the areas determined to be essential.

4. Ensuring the candidate understands the expectations of the supervisor and the organization.

These goals are accomplished through a 10-step process that starts with an analysis of the job and ends with selection of a qualified candidate.  PBI combines the effectiveness of behavioral interviewing with structured interviewing.

Proper pre-planning for effective interview skills will result in meeting each of these goals.  During the PBI training, you will have an opportunity to learn the skills and knowledge needed to make the interview process a valuable tool for making employment decisions.  During the training program, you will be taught the skills, responsibilities, and knowledge involved in each step of the PBI process and have an opportunity to practice them.

How does PBI differ from traditional interview techniques?

1. PBI is based on the premise that we all develop behaviors that we use as we face life situations, whether on the job or in our personal lives.  Behaviors used to meet a specific situation in our past, are likely to be used to meet similar situation in our future.  Traditional interviewing recognizes that being able to deal with job related situations are key to our ability to be successful in the job, but asks the applicant to speculate on how they will behave in that situation, rather than asking for specifics as to how they have behaved.

Work related life situation:  Dealing with an angry customer.

Traditional Question:  How would you deal with an angry customer?

PBI Question:  Tell me about a specific time when you had to deal with someone who was very angry.  How did you approach them?  What did you say?  What was the outcome of the interaction?

2. PBI is a structured 10 step process.  Each candidate is asked the same questions in the same 

manner.  With traditional interviewing, questions often vary from candidate to candidate and are off the cuff.  Information is inconsistent and there is little or no documentation.  Comparison between candidates is very difficult.

3. Under PBI, interviewers are trained to ensure the questions they ask are legal.  Traditional interviews often contain questions that lead to the EEO complaints.

4. PBI interviewing emphasizes documentation of the responses of each candidate to ensure fairness and consistency.  In traditional interviewing, interviewers spend most of their time thinking about what they will ask next.  They miss part of what is being said and cannot make fair comparisons between candidates.

5. PBI may be expanded to include simulation so candidates not only tell about their past behavior, but also demonstrate knowledge and skill.  Simulations are often used when hiring nursing personnel.  Applicants are asked to respond to simulated situations by taking the appropriate actions to care for the patient.  Traditional interviews seldom incorporated role-playing or simulations.

6. Job expectations are identified and explored.  In traditional interviewing, expectations of the organization are often not explored.  This can lead to, “you never told me about this” when a person arrives on the job.


PERFORMANCE BASED INTERVIEWING

SAMPLE AGENDA

7:30 a.m. – 8:00 a.m.
REGISTRATION

8:00 a.m. – 8:15 a.m.
Introductions

8:15 a.m. – 8:35 a.m. 
Pre-training Questionnaire

8:35 a.m. – 8:45 a.m. 
High Cost of Turnover

8:45 a.m. – 9:45 a.m.
Choosing the Right Person

9:45 a.m. – 10:00 a.m.
BREAK

10:00 a.m. – 10:35 a.m.
More Than a Gut Feeling II

10:35 a.m. – 10:55 a.m.
Behavioral Examples

10:55 a.m. – 11:05 a.m.
Open-Ended Vs. Closed-Ended Questions

11:05 a.m. – 11:30 p.m.
You be the Judge II

11:30 a.m. – 12:00 p.m.
Legal Issues

12:00 p.m. – 1:00 p.m.
LUNCH

1:00 p.m. – 1:30 p.m.
Reviewing Resumes and Applications

1:30 p.m. – 1:40 p.m.
Reducing Rating Errors

1:40 p.m. – 2:15 p.m.
Preparing for the Interview

2:15 p.m. – 2:30 p.m.
BREAK

2:30 p.m. – 2:45 p.m.
Creating the Atmosphere

2:45 p.m. – 3:05 p.m.
Making the Decision and Extending the Offer

3:05 p.m. – 4:05 p.m.
Role Playing Exercise

4:05 p.m. – 4:20 p.m.
Post-Training Questionnaire

4:20 p.m. – 4:30 p.m.
Wrap Up and Evaluation

4:30 p.m. 

ADJOURN

INTRODUCTION OF SESSION TO PARTICIPANTS

	INSTRUCTOR'S NOTE:  Use the information in this section to introduce your session.  You may wish to add specific examples from your organization's interviewing process to make the introduction more meaningful.


Introductory Comments:

Managers have a very important job in today's business environment.  Interviewing and selecting the right personnel is one of the most critical things you must do to reach organizational goals.  The hiring decisions made today will influence your organization for years.

It is because of this that organizations cannot afford to have hiring decisions based on gut feelings.  Managers need a system to help ensure they make the right hiring decisions, and rely on “more than a gut feeling.”
Learning Objectives:

Refer participants to their Learning Objectives handout page.  You may wish to revise these objectives based on your session design.

Upon completion of this training program you will be able to:

· Know why it is important to have an interview plan based on thorough knowledge of the job.

· Understand that a behavioral example is a specific life-history event that can be used to determine the presence or absence of a skill.

· Use interviewing skills such as:

a. asking open-ended questions

b. taking notes

c. seeking contrary evidence

d. using rapport-building questions
e. allowing silence

f. maintaining control during the interview

· Plan a logical, structured interview including preplanned interview questions.

· Know why it is important to make selection decisions on facts and information, not on a gut feeling.

· Know why the concept of “the best predictor of future behavior is past behavior” is so important in the behavioral-based interview process.

· Understand what questions can and cannot be legally asked in the interview process.

Session Starter:  Have your participants answer the following questions individually.  (You may wish to write down these comments and review them at the end of your session to determine if these needs were met.)
· What is your name and what department do you work in?

· What interviewing role do you take in your position?

· What is one thing you would like to learn from this session?
PRE-TRAINING QUESTIONNAIRE

(INSTRUCTOR'S COPY)

	INSTRUCTOR'S NOTE:  By implementing a pre-test and post-test into your training session, you can evaluate whether the information is transferred to your participants. Use these results when preparing for your next session or designing your follow-up session.  Refer participants to their Pre-Training Questionnaire.  Discuss and review each question after allowing participants 10 minutes to complete the questions.


	INSTRUCTIONS:  The questions below highlight key interviewing points.  Consider the questions and write your answers in tile space provided.


1.
What are two things you may look for when reviewing resumes?

Possible Answers:

· Overall structure and appearance

· Gaps in employment history

· Accomplishments/results

· Education

· Related volunteer/civic involvement

· Career progression

· Experience related to open position
2.
Why are job descriptions important?
Job descriptions detail the essential function of the job for which interview questions must be based upon.

3.
What can you do at the beginning of your interview to put your candidate at ease?

Usually the most successful technique is to enter into a general conversation about the weather or something about the candidate.  People feel comfortable talking about things they are familiar with and are probably most comfortable talking about themselves.

4.
(T or F)  If candidates get off the subject, you should allow them to continue because they could tell you something you may not have been able to solicit using your preplanned questions.

False.  It is important for the interviewer to keep control of the interview.  Unnecessary talk which is not relating to the job is a waste of time.

PRE-TRAINING QUESTIONNAIRE

(INSTRUCTOR'S COPY)

(continued)

5.
Should you take notes in the Interview?

Yes.  It is very important for you to take notes during the interview.  We are all human, and therefore cannot be sure that we'll remember everything.  You can put your candidate at ease by explaining that you will be taking notes to review them later in the selection process.

6.
Is it legal to ask a job candidate where they were born if you detect an accent in their voice?
No.  It may be viewed as discrimination if you ask someone where they were born.  You may ask if they are legally employable in the United States.  If you do, you must ask the same question of all applicants.

7.
What is the best predictor of future behavior?

Studies have shown that the best predictor of future behavior is past behavior.  There are always exceptions to any rule, but if done correctly, information obtained about past behavior will help you determine if a candidate has exhibited the skills needed for the job.

8.
(T or F)  If an applicant cannot answer a question immediately, you should break the awkward silence by asking another question.

False.  Silence must be permitted in the interview.  When the interviewee is silent, it usually means they are "replaying" a memory in their mind of a past event.  Once they have completed their thoughts, they will be ready to communicate them to you.

9.
Define contrary evidence as it relates to interviewing.
Contrary evidence in interviewing is when the interviewer seeks information that is contrary to their initial findings to determine whether their initial findings were correct.

10.
Should you use open-ended or closed-ended questions in the interview?
Although at times you will need to use both open-ended and closed-ended questions, it is better to rely on open-ended questions for gaining behavioral examples.

THE HIGH COST OF TURNOVER

DISCUSSION

	INSTRUCTOR'S NOTE:  Many interviewers fail to understand the high cost of turnover.  This exercise will help emphasize this cost.


Length:  10 Minutes

Materials Needed:

· Flip Chart

· Handout

Instructions:

1.
Ask your participants what is meant by the phrase, “turnover costs money?”  You want to emphasize that job turnover costs the VA dollars.

2.
Follow up your first question with a second question, “what percentage of the person's salary you're replacing do you think it costs to replace him/her?”  Answers will vary and you may want to write them on a flip chart.  Once you're comfortable with the answers, communicate to the participants that it's estimated that it takes close to 35 percent of the person's salary to replace him/her.

3.
To help your class understand the 35 percent used, explain the breakdown of the turnover cost, and briefly discuss the four areas.  (You may want to list these areas on a flip chart, and refer participants to the page entitled The High Cost of Turnover in their materials.)

4. Ask your participants what the following phrase means to them, “Low Productivity/Poor Customer Service Cost Prior to Leaving.”  After you have discussed this area, reveal that the cost of this area is estimated to be 10 percent of the person's salary.

5. Continue by discussing Low Productivity/Poor Customer Service Costs While Replacement Learns Job.  This area is also estimated at 10 percent.

6.
Cover “Cost of Hiring a Replacement” (interviewing time and travel, etc.).  This is estimated to be five percent of the person's salary.

7. Touch on the associated costs: low morale, customer loss, loss of good personnel, abuse of equipment, frustration, etc.  While some areas of this section are hard to estimate (frustration, low morale, etc.), the area as a whole is estimated at 10 percent.

8.
Conclude by stating, “there are other costs to be considered, such as litigation, unemployment, etc.  The point is, bad selection costs money.  To decrease the costs of poor selection, all interviewers must be proficient in choosing the right people.”
WHO WINS WHEN YOU

CHOOSE THE RIGHT PERSON?
EXERCISE

	INSTRUCTOR'S NOTE:  The objective of this exercise is to emphasize that everyone wins when you choose the right person.  Many interviewers fail to realize that the organization isn’t the only winner when the right person is hired.  Other winners include:  coworkers, new employees, patients and other customers, and managers.


Length:  10 Minutes 

Materials Needed:  Flip Chart

Instructions:
1. Ask your participants, “who benefits when the right person is chosen?”  Five common answers you should receive and place on a flip chart or writing board are:

· the organization

· current employees

· managers

· new employees

· patients/customers
2. Next, divide your participants into groups of five.  Assign each group one area - the organization, the new employee, a current employee, or a customer.  Have each group compile a list of ways that their particular area benefits when the right person is chosen.

3. After you have given the groups three to five minutes to work on their list, have them report their findings and explain to the other participants their responses.  List their findings under each heading on a flip chart Some common responses include:

Organization



New Employees


Managers

Improved productivity


Job satisfaction    

Less turnover

Save money because of less mistakes

Self-esteem 

 
Training readiness


Eliminate discrimination


Rewarded for performance 
Higher morale


Reduce personnel problems


Job stability 


Higher productivity

Current Employees



Patients/Customers


Qualified co-worker



Better service


Improved productivity


Higher quality product


More job stability



Consistency of service

4.
Conclude by stating:  "Hiring decisions affect much more than just the manager and his/her department.  It is critical that interviewers do a good job in the selection process so that the organization, new employees, current employees, and customers all benefit."
DEVELOP A RIGHT PERSON PROFILE

Can Do

 

Skills

· Writing (be specific - report writing/correspondence writing/instructions)

· Interpersonal (i.e., tact in dealing with angry persons, diplomacy in satisfying conflicting needs)

· Office machine operation

· Computer skills (i.e., use of specific software such as Word or Excel, or use of different types of software packages, such as word processing, spreadsheets, or graphics programs)

· Listening

· Communications (be specific about the specific communication skills needed)

Experience

· What level of experience is needed (i.e., performed all phases, performed some phases, has knowledge but no real experience)

Knowledge

· Discipline specific (Radiology tech schooling, contracting warrant)

· Formal education (specific degree programs vs. general degrees; high school vs. college vs. advanced degree)

· Organizational (knowledge of principles of Total Quality Improvement, knowledge of structure and workings of the organization)

Will Do


Abilities

· Completes tasks in order of importance to achieve desired results (able to prioritize)

· Seeks clarification (asks questions when he/she does not understand)

· Follows procedures in face of pressure to not follow procedure

· Is flexible enough to modify/change/circumvent procedures that prevent getting the job done

· Likes to do repetitive tasks

· Shows leadership (initiative to “take charge” when a group activity lacks direction)

Attitudes

· Remains positive in face of negative environment/people

· Is responsible (ensures tasks/projects assigned are completed in spite of obstacles)

· Is tolerant (able and willing to work with people with differing backgrounds and attitudes)

Must Do


Eliminators
· Are any of the Knowledge, Skill, Ability, Attitude or Experience needs identified above so important that failure to have them would require elimination?

Write a Right Person Profile exercise

CAN DO

Experience – required baseline qualifications

Specific Skills – required measurable abilities

WILL DO

Behavior/Conduct- discernable patterns of behavior in response to typical job challenges

Personal Needs – individual drivers that cause people to perform well in this job

MUST DO

Eliminators – can do, you’re in/can’t do, you’re out

PRE-VIDEO DISCUSSION QUESTIONS

	INSTRUCTOR'S NOTE:  Before having participants view More Than a Gut Feeling II, you may want to discuss the subject of interviewing further.  This discussion time will help participants focus on the key points of the video.  Select questions that have significance to your organization.


1.
What is your greatest apprehension when preparing to interview a job candidate?

2.
How do you decide what questions to ask in the interviews you conduct?

3.
Do you look forward to interviewing?  Why or why not?

4 Have you ever asked a candidate a question he/she couldn't answer?  How did you handle the awkward silence?

5. Did you ever interview someone who just wouldn’t quit talking and kept going on to different subjects?  How did you feel when this was happening and how did you handle it?

6. Did you ever interview someone who you thought would be a fantastic employee but turned out to be awful?  Why do you think this happened?

OVERVIEW OF MORE THAN A GUT FEELING II

Individual Reading

	INSTRUCTOR’S NOTES:  Before showing the film More Than a Gut Feeling II, you may wish to refer participants to their page entitled Overview of More Than a Gut Feeling II.  Instruct participants to read the information in preparation for the video.


Predicting Future Job Performance
More Than a Gut Feeling II was developed to respond to a need for conducting selection interviews that can predict job performance.  It focuses attention on the behavioral-based interview process, which encourages interviewers to preplan their interviews by conducting a thorough review of job requirements, creating a series of interview questions, gaining behavioral examples in the interview, and rating the interviewee's skills for a specific position.  The fundamental concept is that behavioral examples (specific life-history events) provide information regarding the presence or absence of skills.

Gut Feelings

The video title, More Than a Gut Feeling II, was selected because the majority of untrained interviewers rely on their intuition as a basis for making employee selections.  Not only is this approach usually questioned on legal grounds, but it is also prone to generate unreliable information, leading to poor selection decisions.  In contrast, the behavioral-based interview process emphasizes the importance of providing evidence about the person's ability to do a job.

Behavioral Examples

Through behavioral examples, an interviewer discovers facts about a person's history, and uses these facts as a basis for predicting whether the individual demonstrates skills important for a specific job.  This approach is based on the premise that "the best predictor of future behavior is past behavior."  Although this statement is almost a truism in behavioral sciences, all interviewers should recognize that past behavior does not always predict future behavior.  It is only the "best" predictor of future behavior.  People may change and break out of their past behavior patterns.

When an interviewee begins to give a behavioral example, he or she will typically respond by:

1.
Breaking eye contact with the interviewer

2.
Briefly pausing while visualizing an event

3.
Resuming eye contact

4.
Describing a specific life-history event

Interviewing Skills

In addition to gaining behavioral examples, it is important for the interviewer to know:

· How to prepare for an interview

· How to ask rapport-building questions

· How to ask open-ended questions

· How to allow silence

· How to control the interview

· How to seek contrary evidence

Legal Issues

This video is designed to help interviewers conduct legally defensible interviews by encouraging the creation of job-specific questions.  Many interviewers are at risk for legal action because of a lack of preparation, incongruity in the questions asked and the job in question, and a failure to use a structured interview plan.

	Conclude by stating, “as you watch the video, pay particular attention to the key points that you just read.  After viewing the video, we will have an opportunity to discuss these key points in greater detail.”  Show video.


MORE THAN A GUT FEELING II VIDEO REVIEW

	INSTRUCTOR'S NOTE:  These questions were designed to help communicate the key points of the video.  Refer participants to their Video Review page.  Discuss the answers as a group after allowing 10 minutes for participants to complete the questions.  You may prefer to have your participants divide into small groups or stay in a large group for this discussion.  Additional questions may be added at your discretion.


1.
Could you identify with the mistakes that Will had been making in his interview process?


Answers will vary.

2.
How did Ann distinguish between technical job skills and the performance skills needed for the job she was trying to fill?


Technical skills are task related.  Performance skills are behavior related.

3.
How did Ann get behavioral examples from the woman who had no working experience?

By asking questions related to the woman’s day-to-day experiences, and analyzing how those behaviors and skills would carry over to the position.

4.
Why did both Ann and Will allow the interviewee to sometimes be silent during the interview?


To give the interviewee time to think of a specific example.

5.
Why was it important for both Ann and Will to seek contrary evidence in their interviews?

To determine whether their initial findings were correct

6.
What was the most important idea you learned from the video?

Answers will vary.

GAINING BEHAVIORAL EXAMPLES

DISCUSSION

	INSTRUCTOR'S NOTE:  The key to behavioral-based interviewing is gaining behavioral examples.  Although More Than a Gut Feeling II explains how to solicit behavioral examples, you may want to spend additional time reviewing the key points in your session.  Be1ow is a synopsis of the information presented in the video on gaining behavioral examples.  Refer participants to their handout entitled Gaining Behavioral Examples.  You may wish to have participants read this information individually or discuss it as a group.


Behavioral examples are statements made by job candidates which describe actual events that have happened in their life.  The interviewer can use past events to rate the presence of a job skill.  During the interview, it is up to the interviewer to gain as many behavioral examples as possible to use in evaluating a candidate's ability to do a specific job.  Also, please note that it is up to the interviewer to access the behavioral examples; most interviewees do not spontaneously refer to life-history events in the interview.  Instead, a job applicant will typically give brief descriptions that reflect how the interviewee sees him or herself.  Consequently, it is up to the interviewer to instruct the applicant how to give specific examples that relate to self-described characteristics by asking appropriate behavioral-based interviewing questions.

Typically, when an interviewee is thinking about a behavioral example, he or she will break eye contact with the interviewer and seem to drift away mentally from the interview itself while thinking of an answer.  Then, after the interviewee remembers a behavioral example, he or she will resume eye contact with the interviewer and begin to describe the picture in his or her mind.

Most behavioral examples are characterized by specific reference to names, dates, times, numbers, and locations.  For example, an interview response that would meet these criteria is detailed as follows:

     Question:    “Tell me about a time when you went above and beyond the call of duty.”

     Answer: 
“Last October when I was with ABC Corporation, we were facing the most pressured, demanding time of the year when a flu epidemic struck the office.  Well, out of seven people in the office, five were sick, leaving myself and one secretary to get all of the work done.  For two weeks, I put in 12-hour days to meet all of our customers’ needs.  During that time, I also had to make a service trip to Des Moines to deal with a $100 million account that was in jeopardy.  When it was all over, my boss threw a surprise party in the office to congratulate me on handling of the situation.”

GAINING BEHAVIORAL EXAMPLES

DISCUSSION

(continued)

Sometimes the applicant will fail to give a behavioral example as a result of the interviewer's question.  At this point, the interviewer may have to probe further.  By gaining behavioral examples, it is possible to rate the relative presence or absence of specific skills that are important for the position.

It is also possible that a single behavioral example will provide evidence of a negative behavior.  For example, it is possible that in the previous example the interviewee might have said, “I lost my temper two times and became real impatient with some of the people who were sick and away from work.”  Then the interviewer might have information providing some evidence that even though the interviewee was very committed to the task, he/she was not as capable in the area of coping.  But be careful not to conclude this information too soon.  Discuss this area further and try to gain contrary evidence.  It is important to get a clear and balanced picture of each candidate.

As the interview progresses, it is important to gain as many behavioral examples as possible in order to provide information that can be used to rate the person's skills for the specific job in question.  For example, in one research study (Green, Wetzel, Somerville, 1983), it was found that between 8 and 21 behavioral examples could be obtained in a typical interview.

It is important for the interviewer to help the interviewee give behavioral examples.  In many cases, the interviewee will have difficulty thinking of specific life-history events relating to specific questions.  When this occurs, it is crucial for the interviewer to be encouraging and sympathetic.  Because it is difficult for individuals to recall multiple events that relate to particular situations, instructors shouldn't weaken the rapport of the interview by being too demanding with any one, single question.  However, at the same time, it is also important to remember that the interviewer needs to tolerate silence, smile, and be encouraging in order to “help” the interviewee remember as much as possible.

	OPTIONAL DISCUSSION:  To reinforce your discussion regarding behavioral examples, rewind the video to the beginning of the last interview between Will and Ann.  Have participants review this interview, and ask the following discussion questions:

1.  How did Will gain behavioral examples?

· Asked open-ended and closed-ended questions.

· Probed for contrary evidence.

· Asked for specific examples and allowed silence.

2.  How did gaining behavioral examples enhance Ann's information?

· They created a balanced picture of Ann’s capabilities.

· Her evaluation will be based on specific job-related information.


PROBING FOR BEHAVIORAL EXAMPLES EXERCISE

(Instructor’s Copy)

	INSTRUCTOR'S NOTE:  Interviewers can gain behavioral examples by probing for specific examples of past performance.  This exercise provides an opportunity for your participants to practice probing.  Refer participants to their Probing for Behavioral Examples page.  Discuss each question after allowing participants eight minutes to complete the questions.


	INSTRUCTIONS:  Below are five questions that may be asked of applicants, and beneath each question is an insufficient answer.  Write the next probing question you would ask to obtain further information.


1.
Question:  Tell me about a time when you showed your greatest strength?
Answer:  I think I am a very hard-working person.

Your next probing question:  Tell me of a specific time when you exhibited your work ethic.
2.
Question:  Give me an example of when you had to show good leadership.
Answer:  I had to show real leadership when I worked in customer service.
Your next probing question:  Give me an example of a time when you had to provide leadership in your customer service role.

3.
Question:  Give me an example of how you have assisted customers.
Answer:  I like working with customers to solve their problems.

Your next probing question:  Describe a time when you had a particularly difficult situation with a customer that you were able to solve.

4.
Question:  Describe for me your most recent work with a team.

Answer:  Just last month I served on a committee to help schedule our company move to a new building.

Your next probing question:  What were your responsibilities on the committee and how did you go about completing them?

5.
Question:  Give me an example of a time when you were able to communicate successfully with another person, even when that individual may not have personally liked you.

Answer:  It's well known that sales and manufacturing don't always see eye to eye.  Last week I had to communicate to the sales manager that his products were not going to be ready to ship.

Your next probing question:  How did you handle communicating this bad news?
COMMON INTERVIEW QUESTIONS

	Typically a wide variety of questions can be used to gain information about a candidate’s job skills.  Use these questions as guides to help you develop questions that target specific job skill requirements.


1. Describe a time when you were faced with problems or stresses at work that tested your coping skills.  What did you do?

2. Give an example of a time when you could not participate in a discussion or could not finish a task because you did not have enough information.

3. Give an example of a time when you had to be relatively quick in coming to a decision.

4. Tell me about a time when you had to use your spoken communication skills in order to get a point across that was important to you.

5. Can you tell me about a job experience in which you had to speak up and tell other people what you thought or felt?

6. Give me an example of a time when you felt you were able to build motivation in your co-workers or subordinates.

7. Tell me about a specific occasion when you conformed to a policy even though you did not agree with it.

8. Describe a solution in which you felt it necessary to be very attentive and vigilant to your environment.

9. Give me an example of a time when you used your fact-finding skills to gain information needed to solve a problem and then tell me how you analyzed the information and came to a decision.

10. Give me an example of an important goal you had to set and tell me about your progress in reaching that goal.

11. Describe the most significant written document, report, or presentation that you’ve completed.

12. Give me an example of a time when you had to go above and beyond the call of duty in order to get a job done.

13. Give me an example of a time when you were able to communicate successfully with another person, even when that individual may not have personally liked you.

14. Describe a situation in which you were able to read another person effectively and guide your actions by your understanding of his/her individual needs or values.
COMMON INTERVIEW QUESTIONS

(CONTINUED)

15. What did you do in your last job in order to be effective with your organization and planning?  Be specific.

16. Describe the most creative work-related project you have completed.

17. Describe a time when you felt it was necessary to modify or change your actions in order to respond to the needs of another person.

18. Give me an example of a time when you had to analyze another person or situation carefully in order to be effective in guiding your action or decision.

19. What did you do in your last job to contribute toward a teamwork environment?  Be specific.

20. Give me an example of a problem you faced on the job and tell me how you solved it.

21. Describe a situation in which you were able to positively influence the actions of others in a desired direction.

22. Tell me about a situation in the past year in which you had to deal with a very upset customer or co-worker.

23. Describe a situation in which others within your organization depended on you.

24. Describe your most recent group effort.  What was your role?

25. Describe the worse customer or co-worker you have ever had and tell me how you dealt with him or her.

OPEN-ENDED QUESTIONS VS.

CLOSED-ENDED QUESTIONS EXERCISE

	INSTRUCTOR’S NOTES:  One key to gaining behavioral examples is using open-ended questions.  The exercise below will offer participants the opportunity to test their knowledge of the differences between open-ended questions and close-ended questions.  Refer participants to their Open-Ended Questions vs. Close-Ended Questions page.  Discuss each question after allowing participants 10 minutes to complete the questions.


	INSTRUCTIONS:  Identify each statement below with an "0" for an open- ended question or a "C" for a closed-ended question.


1.    C  
Have you ever used a computer?

2.    O  
What did you do when your supervisor threw changes at you at the last minute?

3.    O  
What did you do when you were passed over for the promotion in your area?

4.    C  
When did you graduate from college?

5.    O  
How did you learn to operate a computer?

6.    O  
Why do you like engineering?

7.    C  
How many years did it take to become proficient on a ten-key?

8.    C  
Which do you find the most interesting - working in the office, or out in the field?

9.    O  
What did you like about your last position?

10.  C  
What kind of boss do you like to work for - one who strictly controls you, or one who lets you do your own thing?

INTERVIEWING AND THE LAW

DISCUSSION
	INSTRUCTOR'S NOTE:  This section deals with legal compliance in interviewing.  It may be worthwhile to ask a representative from your human resource department or your legal department to present the information below.


Many people who complete an interviewing course express serious concerns over the legality of their selection interviews.  These concerns are legitimate and should be openly addressed. In fact, the vast majority of interviews reflect some opportunity for legal action because of:

· a lack of preparation

· an absence of a relationship between the interview questions and the job requirements

· a failure to use a structured interview plan designed to get job-related information

In addition, federal guidelines concerning the evaluation of selection instruments indicate that the interview is regarded as being a test.  Any lawsuits involving interviewing techniques will probably refer to guidelines regarding standards for test validation (Principles for the Validation and Use of Personnel Selection Procedures: Second Edition).  That is, the interview, as far as the law is concerned, is not different from a test.  In fact, an interview is viewed as a test and will be evaluated in a courtroom in the same manner that any test would be evaluated.

Because the interview is a test, it is important for it to have the positive qualities associated with a good test.  The first of these characteristics is reliability.  It is essential that interviews generate consistent information for decision-making, even though different interviewers may be doing the same interview.  In this regard, research shows in order to ensure a reliable interview, it is essential that the interviewers use a structured process.  Specifically, having a structured interview means that the interviewer should have a series of preplanned interview questions tied to specific job requirements.  Then the interviewer must gain meaningful information about the person's ability to do the job.  Using a structured interview and gaining behavioral examples is quite different from relying on your gut feeling.  In fact, reliance on your gut feelings will probably create an unreliable interview and could create legal problems.

When using the interview in selection, it is also necessary to consider validity.  Specifically, validity means that the interview measures an applicant's skills for a specific job, or the interview generates information which will predict job performance.  To date, it has been very difficult to establish good measures of validity of an interview, primarily because of the difficulty of doing research in this area.  It is possible, though, to make a case for the validity of an interview if that interview has the following characteristics:

· based on a job analysis

· contains questions that provide evidence about important job-related skills

· systematically relates interview information to a specific job

INTERVIEWING AND THE LAW

DISCUSSION

(continued)

The courts have addressed these topics in many cases.  In the case of United States vs. Hazelwood School District (1976), the court indicated that the interviews were not valid because the evaluation process was subjective.  The interviews did not use clear-cut job analysis information or a stated criteria for selection of a teacher.

In the case of Weiner vs. County of Oakland (1976), the court decided that questions reflecting bias are unlawful.  Consequently, it is very important not to ask questions reflecting bias or causing sensitivity to persons because of race, religion, color, sex, physical disability, or national origin.

In addition, the case of Harless vs. Duck (1977) showed that an interview can have an adverse impact on a person in a protected class and still be legal if the interviews are characterized by questions that are related to on-the-job performance.

It should be noted that laws regarding the employment interview deal primarily with protected classes, which include persons who can be identified by race, color, religion, sex, disability, or national origin.  These laws also apply to persons between the ages of 40 and 70.  Accordingly, it is important to be particularly sensitive to using a reliable and valid selection process when dealing with any individual who falls into a protected class.  Persons who do not fall into protected classes have a much weaker legal basis for instituting legal action against you because of your employment process.  Even the well-planned interview can be legally questioned.  Consequently, it is very important for each interviewer to attempt to conduct a reliable and valid interview, and to communicate effectively the skills required for the job.

As a concluding point, federal laws are constantly changing with regard to employment selection.  In order to have a current legal perspective on your selection interviews, you should first contact your Human Resources Service (HR).  HR can assist in getting legal information from District Counsel, or General Counsel, as needed.

	AMERICANS WITH DISABILITIES
On July 26,1990. President Bush signed into law the Americans with Disabilities Act (ADA).  This act is recognized by organizations across the U.S. as the most sweeping civil rights legislation since the Civil Rights Act of 1964.  Federal agencies must also comply with ADA.

The intent of the ADA is to prevent discrimination against qualified people with disabilities in employment, public services, transportation, public accommodations, and telecommunication services.

What the ADA means to organizations and their managers is that they can no longer screen out individuals with disabilities in the hiring process.  Nor can they discriminate in any area of employment, including compensation, promotions, benefits, or firing.  Organizations will no longer be able to conduct pre-employment medical screening, with the exception of drug screening. or make pre-employment inquiries into the nature of an applicant's disability.  Organizations must be aware of physical barriers in their work environment, as well as provide up-to-date, relevant job descriptions to their workers.


IS IT LEGAL TO ASK...?

EXERCISE

	INSTRUCTOR’S NOTE:  Inexperienced interviewers often feel apprehensive concerning the subject of what questions they can legally ask in the interview.  This exercise asks participants to determine whether the question can be legally asked in the interview.  Refer participants to there “Is it Legal to Ask….?” page.  Discuss each point after allowing 10 minutes for participants to complete the questions.


	INSTRUCTIONS:  Place an "L" before the questions you feel can legally be asked in the interview, and an "I” before those you believe are illegal to ask in the interview


  I   1. How old are you?

  I    2.  This job requires that you work extra hours. Do you have children with whom this would cause a problem?

  L    3.  If hired, can you provide proof that you are 18 years of age?

  I    4.  From what country are you a citizen?

  L    5.  If selected, can you provide evidence that you can legally work in this country?

  I    6.  What is your marital status?

  I    7.  Do you have a disability?

  L    8.  Are you capable of performing the necessary assignments of this job in a safe manner?

  L    9.  What languages do you read, speak, or write fluently?

  I   10.  Have you ever been arrested?

Conclude this exercise by referring the participants to the Preemployment Questions Guide pages in their manual which are supplied for their future use and guidance.

FEDERAL EMPLOYMENT LAWS YOU MUST KNOW

How do these affect you in the hiring process?

· The Civil Rights Act of1964. Title VII (15 or more employees)

Prohibits artificial, arbitrary, and unnecessary requirements for employment when they discriminate against individuals on the basis of race, sex, or religious belief.

· The Pregnancy Discrimination Act of1978 (15 or more employees)

Prohibits discrimination in hiring on the basis of pregnancy or childbirth.

· The Age Discrimination in Employment Act; amended 1978 (15 or more)


Prohibits discrimination in hiring individuals age 40 and older on the basis of age.

· The Americans with Disabilities Act of1990 (15 or more employees)


Prohibits discrimination against qualified individuals with disabilities.

· The Fair Labor Standards Act, amended by the Equal Pay Act

Sets equal pay standards, minimum wages, and overtime regulations.
(The first five are enforced by the EEOC)

· The Immigration Reform and Control Act of1986 (all employers)

Prohibits the employment of aliens unless they have obtained permission to work in the U.S. Makes it the employer's responsibility to check a new hire's working status within three days.

Other Laws that apply to the private sector employer

· The Rehabilitation Act of1973 (all employers with federal contracts over $2500 or federal financial assistance)

Prohibits hiring discrimination against otherwise qualified, handicapped individuals.

· The Immigration Reform and Control Act of1988 (private sector employers)

Prohibits the use of polygraphs and related technology to screen applicants.  There are   exceptions for jobs involving defense, national security, pharmaceuticals and private security firms.

· The Polygraph Protection Act of 1988 (private sector employers)

Prohibits the use of polygraphs and related technology to screen applicants.  There are exceptions for jobs involving defense, national security, pharmaceuticals and private security firms.
This is meant to provide a minimal background of laws that affect the hiring process.  Considering that there are over 400 federal laws pertaining to employee selection and rights, this is in no way intended to be a course in hiring law.  When it doubt, talk with a Human Resource Service Specialist who can provide specific guidance.

PREEMPLOYMENT QUESTIONS GUIDE

	The following chart helps interviewers distinguish legal from illegal inquiries when seeking information during the interview process.  Any question not job related may be unlawful if the information obtained is used in a discriminating manner


SUBJECT


DO NOT ASK


YOU MAY ASK

Gender



Are you male or female?

None.





What are the names and





relationships of persons





living with you?

Residence


Do you own or rent?  Give

What is your present





the names and



address?





relationships of persons





residing with you.



Race/Color


What is your race?  What

None.





color is your hair, eyes, or





skin?   

Age



What is your date of birth?

If hired, can you





How old are you?


provide proof










that you are at least










18 years of age?

National Origin


What is your ancestry,


What languages do





national origin, descent


you speak or write





ancestry, parentage, or


fluently?  (Do not ask





nationality?  What is your

unless strictly job





native language?  What is

related.)





the nationality of your





parents or spouse?

Disabilities


Are you disabled?


Are you capable of

performing the essential

functions of this position,

with or without reasonable

accommodation?

PREEMPLOYMENT QUESTIONS GUIDE

(CONTINUED)
SUBJECT          

DO NOT ASK


YOU MAY ASK

Marital or Family Status

What is your marital


None.  (An employer may





status?  What is your


ask if candidates have any





spouse's name?  What was

commitments or





your maiden name?  How

responsibilities preventing





many children do you


them from meeting





have?  Are you pregnant?

attendance requirements,





Do you plan to have


or if they anticipate





children?  What day-care

lengthy work absences.





provisions have you made

Make sure you ask this





for your children?


question of all applicants.)

Arrests and Convictions

Have you ever been


Have you been convicted





arrested?  Have you ever

of any crime?  (If the





been charged with any


application form asks for





crime?




information on convictions, the










employer should indicate that a

conviction itself does not

constitute an automatic bar

to employment, and will be

considered as it relates to

fitness to perform the job

in question.)

Religion


What is your religious


None.  (If you wish to





affiliation or



know if an applicant is

denomination?  What


available to work Saturday

church do you belong to?

or Sunday shifts, ask: "Are

What is the name of your

you available to work on

pastor, minister, or rabbi? 

Saturdays or Sundays if

What religious holidays do

needed?"  Make sure you

you observe?



ask this question of all

        




applicants.)

Citizenship


What country are you a


Are you a citizen of the

citizen?  Are you or other

United States?  If hired, are

members of your family


you able to prove

naturalized citizens?  If so,

eligibility to work in the

when did you or they


United States?

become a U.S. citizen?

Attach a copy of your

naturalization papers to

your application form. 

REVIEWING RESUMES/APPLICATIONS

DISCUSSION

	INSTRUCTOR'S NOTE:  Reviewing resumes/applications is an important step in interviewing.  Often, good resumes/applications are not considered because they are not carefully reviewed.  This discussion concerns what to look for in resumes/applications.  There are two exercises that you can use.  One uses the OF 612, the other a resume.  The information that is important will be found in both.


When reviewing resumes, there are certain positive qualities you should look for, as well as things you should be wary of if found in the resume.

What are some positives to look for in the resumes/applications you review?

· signs of achievement/results

- advancement/progressively more responsible positions

- stability/consistent career direction

· specifics in duties and responsibilities in previous jobs

· overall construction and appearance/spelling, complete sentences, neatness

· career goal that is in line with the job being offered

Some things you should be wary of if found in the resume/applications are:

· lengthy descriptions of education/with little specific information on experience

· obvious gaps in background

· too much personal information

· unfavorable comments about previous employer

· typos

· poor reproduction quality

In VA, most interviewers will only be reviewing resumes/applications of those referred on a certificate from HR.  All of those applications/resumes must be reviewed and considered.  However, for some positions it is possible to prescreen the applications/resumes received.  Nursing frequently is able to do this.  To simplify that process, it is beneficial to divide them into three groups:  Definite, Maybe, No.

When going through the definite pile, read the experience portion of the application/resume to determine which candidates have experience relating to your opening.  Those that communicate skills and experience relating directly to your opening should be interviewed.

To be fair in your interview process, you should go back and review some of the applications/resumes that you put in your maybe and no  piles.  Occasionally, an applicant may have some great skills that you did not see in your first review.

All resumes should be kept in case of a similar opening, or if your top candidates fail to meet the requirements of the job.

Form Approved

OMB No. 3206-0219

OPTIONAL APPLICATION FOR FEDERAL EMPLOYMENT  -  OF 612

You may apply for most jobs with a resume, this form, or other written format.  If your resume or application does not provide all the information requested on this form and in the job vacancy announcement, you may lose consideration for a job.

	1
	Job title in announcement
	2
	Grade(s) applying for
	3
	Announcement number

	
	Dental Hygenist
	
	GS-9
	
	549-99-0065

	4
	Last name
	First and middle names
	5
	Social Security Number

	
	Kaye
	Ruth   D.
	
	555 - 98 - 5602

	6
	Mailing address
	7
	Phone numbers (include area code)

	
	3618 Root
	
	Daytime
(999) 333  5555

	
	City
	State
	ZIP Code
	
	
	

	
	Canal
	TX
	99999 - 
	
	Evening
	(999) 444  6666


WORK EXPERIENCE

	8
	Describe your paid and nonpaid work experience related to the job for which you are applying.  Do not attach job descriptions.

	
	Job title (if Federal, include series and grade) 

	 1)
	Dental Hygenist

	
	From (MM/YY)
	To (MM/YY)
	Salary
	per
	Hours per week

	
	05  92
	
	$25,000
	year
	40

	
	Employer’s name and address
	Supervisor’s name and phone number

	
	Dr. Ima Paine
	

	
	4865 Molar Avenue, Happyville, TX 75118
	(972) 666  6666

	
	Describe your duties and accomplishments

	
	Performed dental prophylaxis on adult and chyld patients.  Reviewed oral hygiene techniques and discussed with patients.  Preformed full mouth charting to include progress notes.  Took and developed full mouth x-rays.  Preformed front office duties to include patient appointments, billing, 

and accounts receivables.  Delevered dental health educational programs to local skools and businesses.

Published "Teething in the Geriatric Population" in the American Dental Association's Annual Publication.

Redesigned work flow in Orthodontic Practice minimyzing the waiting time in the chair for the patient and increesing the productivity of th e Orthodontist.

Attractive mother of five children.


	
	Job title (if Federal, include series and grade)

	 2)
	Dental Assistant

	
	From (MM/YY)
	To (MM/YY)
	Salary
	per
	Hours per week

	
	06  1988
	05  1990
	$8,0000
	year
	25

	
	Employer’s name and address
	Supervisor’s name and phone number

	
	Dr. Jay Batty
	

	
	300 Cave Road, Happyville, TX 75345
	(972) 333  3333

	
	Describe your duties and accomplishments

	
	Assisted genral dentist on a wide range of procedures to include:  filing, perio, ortho, and cleaning.  Took panoramic and full mouth x-rays.  Took impressions and assisted on pouring and filing molds.  Prepared dental trays for use of dentist.  Prepared syringe applications.  Utilized proper 

aseptic techniques in the treatment of patients and in the sterilization of instruments.  Preformed front office duties to include:  reception, phone techniques, and schedooling.


	50612-101
	NSN 7540-01-351-9178
	

Optional Form 612 (September 1994)



U.S. Office of Personnel Management


	9
	May we contact your current supervisor?

	
	YES   FORMCHECKBOX 

	NO   FORMCHECKBOX 
 
	If we need to contact your current supervisor before making an offer, we will contact you first.


EDUCATION
	10
	Mark highest level completed.
	Some HS  FORMCHECKBOX 

	HS/GED  FORMCHECKBOX 

	Associate  FORMCHECKBOX 

	Bachelor  FORMCHECKBOX 

	Master  FORMCHECKBOX 

	Doctoral  FORMCHECKBOX 



	11
	Last high school (HS) or GED school.  Give the school’s name, city, State, ZIP Code (if known), and year diploma or GED received.

	
	Happydale High School, 234 High Street, Happyville, TX 7564, May 1987

	12
	Colleges and universities attended.  Do not attach a copy of your transcript unless requested.

	
	Name
	Total Credits Earned
	Major(s)
	Degree   -
	Year

	1)
	Colgate University
	Semester
	Quarter
	
	(if any)
	Received

	
	City
	State
	ZIP Code
	
	
	Dental Hygiene
	AA
	May 1990

	
	Fluoide
	TX
	78221 - 
	60
	
	
	
	

	
	
	
	
	
	
	

	2)
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	

	3)
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	


OTHER QUALIFICATIONS
	13
	Job-related training courses (give title and year).  Job-related skills (other languages, computer software/hardware, tools, machinery, typing speed, etc.  Job-related certificates and licenses (current only).  Job-related honors, awards, and special accomplishments(publications, memberships in professional/honor societies, leadership activities, public speaking, and performance awards.)  Give dates, but do not send documents unless requested.

	Flossing with Authority, Feb. 1993

Fluoride:  Conspiracy or Fact?, April 1994

Brushing Up on Tooth Decay, June 1994



GENERAL

	14
	Are you a U.S. citizen?
	YES
	 FORMCHECKBOX 

	NO
	 FORMCHECKBOX 

	
	Give the country of your citizenship.
	

	15
	Do you claim veterans’ preference?
	NO
	 FORMCHECKBOX 

	YES
	 FORMCHECKBOX 

	
	Mark your claim of 5 or 10 points below.

	
	5 points
	 FORMCHECKBOX 

	
	Attach your DD 214 or other proof.
	10 points
	 FORMCHECKBOX 

	
	Attach an Application for 10-Point Veterans’ Preference (SF 15) and proof required.

	16
	Were you ever a Federal civilian employee?
	
	
	
	
	
	
	Series
	Grade
	From (MM/YY)
	To (MM/YY)

	
	
	NO
	 FORMCHECKBOX 

	YES
	 FORMCHECKBOX 

	
	For highest civilian grade give:
	
	
	
	

	17
	Are you eligible for reinstatement based on career or career-conditional Federal status?

	
	
	NO
	 FORMCHECKBOX 

	YES
	 FORMCHECKBOX 

	
	If requested, attach SF 50 proof.
	


APPLICANT CERTIFICATION
	18
	I certify that, to the best of my knowledge and belief, all of the information on and attached to this application is true, correct, complete and made in good faith.     I understand that false or fraudulent information on or attached to this application may be grounds for not hiring me or firing me after I begin work, and may be punishable by fine or imprisonment.  I understand that any information I give may be investigated.


	SIGNATURE
	
	DATE SIGNED
	


Ruth D. Kaye, 555-98-5602

Please do not contact current supervisor because she could be biased in her opinions of me.

REVIEWING APPLICATIONS EXERCISE
1. If you were recruiting a Dental Hygienist, what information from the application might impress you the most?

2. What are 2 weaknesses of the organization and content of this application?

3. What “red flags” do you find in this application?

4. What are some other  “red flags” should you look for in applications?

5. What are two questions you would ask this candidate about the information given in the application?

Reducing Rating Errors

and Bias in Interviewing

Common Rating Errors

· Gut feelings - "the feeling you get from the feeling you got."

Results from perceptions about verbal and non-verbal responses that often have nothing to do with the job.  Studies have shown that most decisions are made in the first 4 minutes of an interview.  To avoid this rating error, focus on the Knowledge, Skills, Abilities, Attitudes, and Experience (KSAAE) related to the job and not on the person.

· First impressions - evaluating applicants on the first few things they do and say.  Closely related to gut feelings.

Produces a closed mind which will not perceive the necessary information, either positive or negative, needed to support decision-making.

· Halo effect - allowing one trait or characteristic or skill to inappropriately generalize to other traits, characteristics, skills, or to the entire interview.

Interviewers develop a global impression of a candidate that may overpower any other significant information.  The halo effect can be positive or negative.  To decrease this error, examine each job specific requirement separately.

· Contrast effect - rating one candidate in contrast to another rather than by comparison to an established standard specific to the job.

This can cause candidates to look particularly strong or weak depending on who is interviewed first, rather than on what the position requires.  Measure candidates against job criteria rather than on a comparison with another person.

· Verbal facility - attributing many skills to an applicant who has a "way with words."

The verbally skillful candidate may or may not have the other skills necessary.  Many quiet candidates may possess good or better skills.  It is the responsibility of the interviewer to find out which candidates have the best KSAAEs, rather than who is the smoothest talker.

· Similar to me - physical attributes, background, or values of the candidate may bias the rating of the interviewer who finds them like him/herself.

This causes the interviewer to overlook negative attributes and to attribute their own beliefs to the candidates.  Evaluators may rule out qualified candidates.

· Stereotyping - evaluating a candidate in a certain way because of supposed or actual membership in some class or group.

Usually based on race, religion, sex and ethnic background.  Causes problems because stereotypes are often at odds with reality and good candidates can be overlooked for characteristics that have nothing to do with the required KSAAEs.

· Recency or primacy - more recent candidates are looked at more favorably because they are remembered more clearly or vice versa.

This creates a halo effect caused by proximity of time.  Good documentation is the way to avoid this error.

PREPARING FOR THE INTERVIEW

DESIGNING QUESTIONS

	INSTRUCTOR'S NOTE:  An important part of the interview process is designing questions for the open position.  By using the job analysis based on a job description and designing behavioral-based interview questions, the interviewer will be working towards their goal of conducting a structured, legal interview.  The following exercise will help your participants practice the skill of designing behavioral-based interview questions based on a job description.


Length:  30-35 minutes

Materials Needed:

Job description from your organization.  (The job description should be one the trainee has brought to the class with them for a position they will be filling.  Otherwise use a well-known general position, such as a secretary or a program clerk.)

Instructions:

1.
Ask participants why it is important to prepare for the interview.  Answers will include:

· To ensure that questions center around the position available

· To ensure that you feel more comfortable before the candidate arrives

· To provide consistency and validity to the interview

2.
Have participants use the Job Analysis done earlier, and the Position Description to write 2-3 questions for the knowledge, skills, abilities, attitudes, and experience identified earlier in the class.  They should have a total of 10-15 questions when they finish.  (Allow 10-12 minutes.)

3.
Ask for someone to share the Knowledge they identified as important, and the question they have developed for it.  Put the question on the flip chart, just as they give it using one color of marker.  Now ask the class whether the question is behavioral, and how that question could be improved.  Make the improvements in a different color.  Repeat this portion of the exercise with two or three more examples until it appears the class has the hang of doing this type review.

4.
Instruct them to join with their partner and compare the questions they've each developed.  Instruct them to work on improving at least one question in each category. (These questions will be used in the mock interviews to be done in a final exercise at the end of the day.) (Allow 10 minutes.)

5.
Ask the participants questions about the exercise.  You may wish to ask the following:         

· What was difficult about developing the questions?

· What do you do differently in developing behavioral-based interview questions?

· What makes a questions behavioral-based?

6. Conclude the exercise by referring them to the sheet entitled Common Interview Questions in their manual.

CREATING AN ATMOSPHERE CONDUCIVE

TO A SUCCESSFUL INTERVIEW

DISCUSSION

	INSTRUCTOR'S NOTE:  An important part of the interview process is building rapport with the candidate.  By building rapport and creating a relaxed, yet professional atmosphere, an interviewer has taken an important step to assure a successful interview.  The following participatory discussion will allow you to explore this topic with your participants and determine ways to make candidates feel more comfortable.


Length:  10 Minutes

Materials Needed:  Flip Chart

Instructions:

1.
Ask your participants some questions regarding the subject of rapport-building in the interview process.  Some common questions that will get your discussion going are:

· Why is it that people come into the interview nervous?

· Why is it important to get them to relax?

· What are some ways that you can get them to relax?

2.
Once your participants have started discussing the subject, explain how they can make the candidate relax by doing things with their physical environment.  Ask your session participants what they can do to their physical surroundings to make the candidates feel more comfortable.

Possible answers include:

· Don't sit directly across the desk from the candidate.

· Make arrangements for a private area for the interview.

· Smile and shake their hand as they come in.

· Body language should be relaxed and open.

3.
Next, explain that you would like to take three minutes as a group to come up with rapport-building questions or comments.  As each item is communicated, have someone list it on a flip chart.  Answers may include:

· Can I get you anything to drink this morning?

· Did you find our building all right?  It can be tricky.

· Have you visited this city before?

· How are your hotel accommodations?  Do you need anything?
4.
Conclude by explaining that you will have the flip chart notes typed and sent to them so they can use the information in their future interviews/or communicate the information in some other manner, such as e-mail.

MAKING THE DECISION OF WHOM TO HIRE
DISCUSSION

	INSTRUCTOR'S NOTE:  The following information should be reviewed with your participants.


There are several things to keep in mind when making your final decision.

1.  One technique that may prove helpful is to put yourself in the candidate's shoes.  Ask yourself:

· Would I consider this position a good fit?

· Would I feel comfortable using my skills in this position?

· Does this position/Service offer what I am looking for?

2.  When making your final decision, give special consideration to motivation.  You can look at motivation in two ways:

· What is motivating this person to apply for this job?  Is it the right type of motivation (like improving themselves), or is it the wrong type of motivation (like needing a job because they have been fired from their last job or unhappy in their present job)?

· Look at the motivation they would bring to the job.  What is it going to take to motivate them to be a good employee?

3. One of the most important things you should not do is to force the fit. 

Do not fool yourself by just looking at the good things about a candidate because you are being pressured to fill a position.  Make sure that you make a good decision based upon the facts you found in the interview.  Take a balanced view.

4. Finally, limit the number of decision makers. 

Too many people trying to make the decision will drag out the process and cause extra problems.  Human Resources will usually require the Service Chief or Product Line Managers signature on any selection made.  The supervisor(s) should be prepared to articulate why they believe specific candidates best meet the job criteria established by the job analysis.

5.  You should be wary of candidates who:

· quit a job without adequate notice

· accept salary terms and then try to up the offer

· arrive late for the interview

· request that you match a counter offer by their current employer

· can't supply verifiable references

· reveal confidential information

EXTENDING AN OFFER OF EMPLOYMENT

DISCUSSION

	INSTRUCTOR'S NOTE:  Regardless of whether the task of making a job offer is the responsibility of the human resource department or the manager, it is good for everyone to understand how it is done.  Use the information below to facilitate a discussion within your training session regarding making the job offer.


Extending the offer to the candidate may seem to be an easy part of the interviewing process, but it is still an area where you need to make sure you are handling things correctly.  Consider four things when making an offer of employment:

1.  Timing:  When extending an offer, the timing can be very critical.  Although Human Resources will extend the actual offer to the selected candidate, HR should be notified at the earliest possible time of which candidate has been selected.

In most cases, it is to the benefit of both your organization and the candidate to make the offer at the earliest point possible.  Failure to make an offer may force good candidates to explore other opportunities.  On the other hand, offers should not be rushed.  Only make an offer when you are sure that the candidate you are making an offer to is the right one.

2.  Selling the job to the reluctant candidate:  Be very careful when selling a position to a candidate who is somewhat reluctant to accept it.  The key rules in this area are:

· Don't oversell the job.

· Don't make promises you can't keep.

You don't want to oversell the job.  If you make the job look too good, the candidate will have false hopes going in and will probably be disappointed.  If you promise something, you must be able to produce it.  Be very careful not to make promises you can't keep.  Many companies have to be taken to court regarding promises made in the interview that were not kept.

3.  Giving the candidate time to consider the offer:  It is important to give the candidate time to think over your offer.

You should not expect an immediate reply.  It is in your organization's best interest to make sure the candidate is comfortable with their decision.  An unhappy employee will be unproductive and will probably not stay with your organization.  If possible, the offer could be made on a Thursday or Friday, which would allow the candidate the weekend to make their decision.

However, you should not give the candidate too much time.  Some candidates will string you along by saying they need more time when they are actually still looking for a better opportunity.  You must look at each situation and determine how long you can give the candidate to make a decision, and set a follow-up date to discuss their decision.

4.  Confirmation of arrangements – HR will confirm the following with the selected candidate:

· Their position and rate of pay

· Starting date

· Office hours

· A name and address to call with any questions prior to starting

· When and where to report on the first day

ROLE-PLAY EXERCISE

	INSTRUCTOR'S NOTE:  The objective of this exercise is to offer participants an opportunity to conduct an interview.


Length:  45-60 minutes

Materials Needed:

· Copies of the Observer's Guide for all participants

· Questions developed from the Job Analysis done earlier in the class

Instructions:

1.
Explain that participants will now have the opportunity to practice conducting an interview.

2.
Divide them into groups of three.  Explain that during the role-playing exercise, one person will act as the interviewer, one will be the interviewee, and the third person will be an observer.  Remind participants that the purpose of the exercise is to offer an opportunity to practice their skills in a controlled environment.

3.
Refer participants to the job description from their organization, which they used in the Preparing for the Interview exercise.  Remind participants that they used job descriptions to:

· analyze the job’s responsibilities so a proper job analysis can be performed

· develop job-related questions

4.
Have participants use the behavioral-based interview questions they developed in the Preparing for the Interview exercise when they act as the interviewer.  Have them select 3 or 4 behavioral questions that target skills, abilities or attitudes that are not technical in nature.

5.
Give all participants a copy of the Observer's Guide.  Explain that the guide is to be filled in as they observe.  Following the exercise, they will be asked to provide feedback to the interviewer.

6.
Have the interviewers start the interview by acting as if the candidate has just entered the room for the interview.  Ask the interviewees to respond from their own experience, as if they were being interviewed.  (That is why it is important that interviewers avoid using technical questions.)

7.
After the first person has completed his/her interview, ask the observers to give feedback to the interviewer.

8.
Have participants switch roles and complete the role plays until each individual has been allowed to practice.

9.
You may wish to conclude the role-playing by asking the following questions:

· As an interviewer, did you feel that using behavioral-based interviewing questions is better than using closed-ended questions?

· Did you allow silence in your interviews?  How did it feel?

OBSERVER'S GUIDE

	INSTRUCTIONS:  As an observer, your role is to record your observations of the other participants during the role-playing.  After the role-playing, you should be prepared to discuss your observations with the interviewer.


1.
Describe the interviewer’s effort to establish rapport.

2.
Did the interviewer have a list of questions prepared?

3.
Were the interviewer's questions based upon the job in question?

4.
Did the interviewer use rapport-building questions or comments to make the interviewee feel at ease?

5.
Did the interviewer ask behavioral questions?  Did the interviewer probe for behavioral examples?

6.
Did the interviewer seek contrary evidence?

7.
How did the interviewer handle awkward moments of silence?

8.
In what areas could the interviewer improve?

9.
What was the best question asked by the interviewer?  Why?

10.
List any questions that may need to be rephrased.


a.


b.

POST-TRAINING QUESTIONNAIRE

(INSTRUCTOR’S COPY)

	INSTRUCTOR’S NOTE:  By implementing a pre-test and post-test in your training sessions, you can evaluate whether the information is transferred to your participants.  Use these results when preparing for your next session or when designing your follow-up session.  Refer participants to their Post-training Questionnaire page.  Discuss each question after allowing 8-10 minutes to complete the questions.


	INSTRUCTIONS:  The questions below highlight the key interviewing points you've learned in this training session.  Consider the questions and write your answers in the space provided.


1. When reviewing resumes, what are two things you should look for?

· Signs of achievement
· stability
· career direction
· willingness to work hard (i.e., school + work, work + volunteer efforts)
· Specifics in description of job in application/resume

· Clear, concise, neat, complete sentences, correctly spelled words.
2.
Define Behavioral Example

A behavioral example is a description of a specific life-history event that can be used to evaluate the presence or absence of a skill, ability, or attitude. 

3.
Is it legal to ask candidates whether they are person(s) with a disability if you notice a severe limp when they walk into the interview?

No.  You can explain the functions and requirements of the job and ask the applicant whether they can perform them. 

4.
What preplanning should be done before the interview?

In preparing for the interview, you should review the job description to make sure it is up to date and provides for an accurate description of the requirements of the job.  Based on the job description, your knowledge of upcoming changes in the job, and observations of those that have performed very well in the job in the past, you will develop a list of skills, abilities, attitudes, knowledge and experience that are most important for success in the job.  You will then prepare behavioral questions based on that list.

POST-TRAINING QUESTIONNAIRE

(INSTRUCTOR’S COPY)

(continued)

5.
When making your final decision, you should give special consideration to candidates who:

· Exhibit the skills, abilities and attitudes required for success in the job
· Show actual, proven achievement

· Show loyalty to former employers

· Ask logical, thoughtful  questions

· Demonstrate they can work well with others
6.
Is it essential to take notes in the interview?  Why or why not?

Yes.  We cannot rely on our memory when comparing candidates.  Notes on each interview are valuable tools in making the right decision, and assist in debriefing an unsuccessful candidate if they request a debriefing on what they can do to improve their chances in the future.

7.
What is the best predictor of future behavior?

Studies have shown that the best predictor of future behavior is past behavior.

8.
What should questions asked in the interview be based upon?

Any questions asked in the interview should be based upon the job in question.
9. Is the following question an open-ended or closed-ended question?  "Can you drive a semi-trailer?"
Closed-ended

10.
(T or F ) You should allow silence in the interview when the candidate is thinking of an answer.

True.  It is important to allow silence when the candidate is thinking of an answer.  By allowing time to think, you are more likely to get a behavioral answer from the candidate.
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