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Entry Level Customer Service (Retail and Contact Center)

Instructions

Prepare for the Interview:

In order to conduct an effective interview, appropriate preparation needs to take place. It is important to complete the following before

interviewing an applicant:

Become familiar with the competencies associated with the job and choose one or two questions from each competency to ask the

interviewee.

Review the candidate's application or resume and make note of any issues that you need to follow-up on. Some examples of potential

issues are gaps in employment or working at a job for less than a year.

Greeting and Introduction:

Now you are ready to meet the applicant. When greeting the applicant introduce yourself and provide him/her some background information

about yourself. Explain the purpose of the interview, for example, 'The purpose of the interview is to determine if there is a match between

your interests and qualifications and the position.' Provide the interviewee with a brief overview of the interview structure so that he/she knows

what to expect. Here are some tips for structuring the interview:

Take notes. It will make it easier to evaluate the applicants afterward without forgetting the specific details.

Tell the applicant that there will be time at the end of the interview for any questions that he/she may have.

At the end of the interview tell the applicant about the company and the specific job that he/she is applying for.

Ask Competency-based Interview Questions:

Now you are ready to begin asking questions. Begin with questions that you have about the interviewee's application or resume. Ask

questions about his/her previous work history or any potential issues that you noticed from the resume. When these are complete, transition

into the structured part of the interview by asking questions associated with competencies for the job. Probe the applicant to give you a

complete answer by asking Situation, Behavior, Outcome probes.

Bring the Interview to a Close:

When all of the questions are asked, you need to close the interview. Give the applicant specific details including the job duties, hours worked,

compensation, and information about the company. Sell the position and company to the applicant by emphasizing job fit, sources for job

satisfaction, and opportunities for growth. Finally, close the interview by thanking the candidate for his/her time and by giving him/her a timeline

for the application process.

Rate the Applicant:

The last step is to evaluate the candidate. Some tips to help you complete a good evaluation are:

Review your notes.

Determine ratings for the applicant on each competency as well as an overall rating by using the anchor scales.

Determine your final recommendation.

Sample Candidate candidate_email@mail.com

Customer Service Rep.



 RecommendedOverall Score

30 70 100

Percentile 

6 8

Details

Customer Focus
This is a measure of the tendency to show persistent enthusiasm when interacting with customers. This trait

is characterized by: apologizing sincerely for inconveniences; being patient; tolerating rude customers calmly;

and searching for information or products for customers.

 

Percentile 

  
30 70 100

Please describe the si tuat ion when you most effect ively handled a dissat isf ied customer.

Si tuat ion: What was the s i tuat ion?  How did you f ind out  that  the customer was unhappy?

Behavior : How did you respond to the customer?

Outcome: What was the customer's  react ion?  What has happened with the customer s ince

that s i tuat ion?

Sometimes people do not understand what we are t ry ing to tel l  them, so we need to repeat

what we said or try to explain i t  in a di f ferent way.  Tel l  me about the most di f f icult  t ime you

have had try ing to explain something to someone.

Situat ion: What were you try ing to tel l  them?  What obstacles did you face in your

communicat ions?

Behavior :  How did you overcome these obstacles?

Outcome: How did the people respond to you?  What  was the outcome of  the s i tuat ion?

It  can be dif f icult  to cope with interrupt ions and requests for help when you have a lot  to

do at  work.   Tel l  me about a t ime you were under the most  pressure when a customer or

coworker  asked for  your  help .

Si tuat ion:  What was the source of  the t ime pressure?  What k ind of  help did the other

person need?

Behavior :  What  was your  response?

Outcome:  What happened with th is  s i tuat ion?

Below Average Average Above Average

1 2 3 4 5



8 2

Fai ls to meet even the most basic

customer needs;  makes no ef fort  to

sat isfy customer's  needs;  shows

disinterest in serving customers.

Meets

customer

expectat ions

by fulf i l l ing

requests .

Goes wel l  beyond normal

expectat ions to serve

customers;  demonstrates

strong commitments to

customer service;  personal ly

goes beyond the cal l  of  duty.

Fai ls  to respond to customer needs and

concerns in a t imely manner;  refuses to

help others ,  regardless of  how busy

he/she is ;  responds s lowly and without a

sense of  urgency when a cl ient comes

with a pressing need;  ignores feedback

from customers regarding products  and

services;  does not  seek feedback f rom

customers.

R e s p o n d s

quickly  to

customer

needs,

concerns,  and

requests  once

they are

identif ied.

Ant ic ipates and addresses

near  and longer  term

customer needs and potent ia l

problems;  makes an ef for t  to

understand and address

customers ' /others '  needs and

desires;  seeks feedback f rom

customers about  a l l  products

and services.

Avoids helping others;  is  sul len or

unfr iendly when required to help others;

chal lenges or confronts di f f icult

customers,  thereby escalat ing hosti l i ty.

Exp lores  ways

to increase

customer

sat isfact ion

(typical ly as i t

relates to the

current

transaction) .

Is  courteous and fr iendly even

when handl ing a di f f icult

customer.

Acts i r r i tated when deal ing with a

dissat is f ied customer;  does not  apologize

or  look for  ways to resolve the problem.

Emphas izes

the need for

prov id ing

good cus tomer

serv ice and

help to others.

Apologizes s incerely when

deal ing with a dissat isf ied

customer and does what  is

necessary to make the person

happy .

Works to sel l  products and serv ices only ;

does not  incorporate customer needs into

avai lable products and services;  takes a

one-size-f i ts-al l  approach;  does not try to

match solut ions to customer's needs.

Apolog izes  to

the customer,

and deals  wi th

the current

problem,  but

does  no t  go

out of  h is/her

way to sat is fy

the customer.

Incorporates customer needs

and requirements into

serv ices and products ;  works

with customers to explore the

best way to meet their  needs,

even i f  i t  means not making a

sale .

Rarely  looks for  ways to enhance

customer sat isfact ion.

Makes  an

effort  to sat isfy

customer

needs.

Act ively explores ways to

enhance customer sat isfact ion

and overal l  experience with

the company.



Understands others
This measures the extent to which the candidate observes and analyzes behavior to understand others'

reactions and perspectives.

 

Percentile 

37

  
30 70 100

Tel l  me about a s i tuat ion where you changed your plans in considerat ion of  other people's

v iews.

Si tuat ion:  What were your or ig inal  p lans? Why was i t  important  to consider other people 's

v iews?

Behavior:  What  d id you do to consider  other  people 's  v iews? How did you change your

p lans?

Outcome: How did everyone feel  about the modif ied plan? 

Tel l  me about a t ime when you had to think about a s i tuat ion f rom someone else's

perspect ive.

Si tuat ion:  What  was the s i tuat ion? Who was the other  person?

Behavior:  How did you approach changing your  perspect ive?

Outcome: What happened after  you had considered the s i tuat ion f rom the other person's

perspect ive?

Below Average Average Above Average

1 2 3 4 5

Found i t  di f f icult  to

understand why someone

behaved a certa in way;  was

not able to see a s i tuat ion

from someone else 's

perspect ive.

Had some ins ight  into why

someone behaved a certa in

way;  could most ly see the

si tuat ion as someone else

saw i t .

Unders tood why someone

behaved a certa in way;  could

accurately see the situation

from another point  of  v iew.



Listens effectively This measures the extent to which the candidate listens patiently and attentively.

 

Percentile 

44

  
30 70 100

Tel l  me about a t ime when you l istened to someone without interrupt ing them.

Si tuat ion:  Who was the other  person? What was that  person te l l ing you?

Behavior:  How did you let  the person know you were paying at tent ion?

Outcome: How is  your relat ionship with th is  person now? 

Tel l  me about a t ime when you avoided forming your response unt i l  the other person had

f inished asking for  advice.

Si tuat ion:  What  was the other  person asking advice about?

Behavior:  How did you keep from forming your opinion unt i l  you heard everything the other

person had to  say?

Outcome:  How was your  opin ion received? 

Below Average Average Above Average

1 2 3 4 5

Expressed opin ions before

hear ing al l  that  others had to

say,  preferred to be the one

talk ing.

Star ted to of fer  an opin ion

before hear ing al l  of  the

facts ,  enjoyed doing most  of

the talking.

Refra ined f rom offer ing an

opinion unt i l  hearing al l  the

facts;  enjoyed l istening as

much as or  more than

speak ing .



Shows courtesy This measures the extent to which the candidate is patient, polite and respectful.

 

Percentile 

49

  
30 70 100

Tel l  me about a t ime that you were not able to ful f i l l  someone's expectat ion,  despite al l

your ef forts .  

S i tuat ion:  Who was the person and how long had you been working wi th h im/her? What

was their  expectat ion? At  what point  did you know you would not  be able to meet th is

expectat ion?

Behavior:  What did you do when you real ized you couldn't  ful f i l l  their  expectat ion?

Outcome: How did this s i tuat ion affect your relat ionship with this person? What,  i f  anything,

would you do di f ferent ly next t ime you are unable to meet another person's expectat ion?

Tel l  me about a t ime when you reacted construct ively to cr i t ic ism from a customer,

supervisor or  teacher .

Si tuat ion:  What  were you work ing on?

Behavior:  What was the cr i t ic ism and whom did i t  come from?

Outcome: What did you do in response to the cr i t ic ism?

Below Average Average Above Average

1 2 3 4 5

Did not  show pat ience or

courtesy when interact ing

wi th  someone who was

dif f icult  to get along with.

Responded with pat ience

and courtesy to a

chal lenging individual ,  but i t

took great  ef for t  to  do so.

Responded in  the most

courteous and f r iendly

manner  to  someone who

was dif f icult  to please.



Maintains good working

relationships
This measures the extent to which the candidate puts effort into developing good relationships with others.

 

Percentile 

37

  
30 70 100

Tel l  me about a t ime when you establ ished a connect ion with an indiv idual  who was hard to

get a long with.  

S i tuat ion:  What was the si tuat ion? In what way was the person di f f icul t  to get along with?

Behavior:  What did you do to t ry  to bui ld a relat ionship with the person?

Outcome: What was the outcome? Were you successful  in bui lding a relat ionship with the

person?

Tel l  me about  a t ime when i t  was important  for  you to develop a good working relat ionship

with a peer or  a  co-worker .  

S i tuat ion:  What was the s i tuat ion? Why was i t  important  for  you to develop the

relat ionship?

Behavior:  What did you do to maintain the working relat ionship?

Outcome: How did the relat ionship benef i t  you?

Below Average Average Above Average

1 2 3 4 5

Did not  seek to  improve or

maintain strong relat ionships

with others at  work.

Mainta ined st rong

relat ionships with others in

immediate  work group.

Bui l t  s t rong work

relat ionships both within and

outs ide of  immediate work

g r o u p .



Creates a positive

impression
This measures the extent to which the candidate manages own behavior to create a positive impression.

 

Percentile 

61

  
30 70 100

Descr ibe a t ime when you displayed poise and professional ism when interact ing with

someone who was unhappy.  

S i tuat ion:  What was the si tuat ion,  and who were you interact ing with?

Behavior:  How did you d isplay poise and profess ional ism?

Outcome:  What  was the outcome?

Tel l  me about the best  compl iment or  recognit ion that  you received at  work or school  that

demonstrates your professional ism.  

Si tuat ion:  What was the compl iment or  recognit ion you received? What was your

accompl ishment that  earned you the recognit ion?

Behavior:  What did you do that  helped you win the compl iment ,  reward or  recognit ion?

Outcome:  What impact  d id th is  recognit ion have on your work?

Below Average Average Above Average

1 2 3 4 5

Had t rouble mainta in ing

professional ism in a

chal lenging situat ion.

Performed adequately  when

chal lenged,  but may have

st ruggled to  s tay  composed

when placed into a more

chal lenging situat ion.

Maintained professional ism

and poise,  even when under

a s i tuat ion that was great ly

chal lenging.



Adapts to change This measures the extent to which the candidate accepts and adapts to changes without difficulty.

 

Percentile 

15

  
30 70 100

Tel l  me about a t ime when you had to change how you dealt  with something.

Si tuat ion:  What was the si tuat ion that needed to be dealt  with di f ferent ly?

Behavior:  What  did you do to make sure you changed your approach ef fect ively? 

Outcome: How did the s i tuat ion turn out? Were you successful?

Tel l  me about a t ime when you had to deal  with a plan changing unexpectedly or  at  short

not ice.

Si tuat ion:  What was the s i tuat ion?

Behavior:  How did you deal  with the chal lenge?

Outcome: How do you plan to apply what you learned in th is  s i tuat ion?

Below Average Average Above Average

1 2 3 4 5

Felt  pressured when

required to al ter  one's usual

approach to  work .

Adjusted wel l  to change and

mainta ined normal

product iv i ty  at  work.

Felt  energized by change;

adjusted easi ly  to changes in

the environment.



Copes with uncertainty
This measures the extent to which the candidate is productive when roles and situations are not clearly

defined.

 

Percentile 

3 2

  
30 70 100

When was the last  t ime you learned a new ski l l  that  you were unsure about?

Si tuat ion:  What was the s i tuat ion? Why did you have to learn the new ski l l?

Behavior:  What did you do to learn the new ski l l?  

Outcome:  What  was the outcome?

Tel l  me about a s i tuat ion in which you had to cope with a part icular ly di f f icul t  or  demanding

task .

Si tuat ion:  What was the s i tuat ion and the task?

Behavior:  What  d id  you do to  cope?

Outcome:  What  was the outcome?

Below Average Average Above Average

1 2 3 4 5

Was uncomfor table  when

there was a lack of  c lear

informat ion.

Was comfortable when there

was a lack of  unclear

informat ion;  v iewed

uncertainty in a posit ive l ight.

Viewed uncertainty in the

workplace as exci t ing;  saw

opportuni t ies in t imes of

ambigui ty .



Controls emotions This measures the extent to which the candidate keeps negative emotions under control.

 

Percentile 

4 8

  
30 70 100

Tel l  me about a stressful  t ime when you maintained your composure when an obstacle was

placed in your way.

Si tuat ion:  What was stressful  about the s i tuat ion?

Behavior:  What specif ic  act ions did you take to deal  with the obstacle or constraint?

Outcome: How has this experience helped you in other stressful  s i tuat ions?

Descr ibe an occasion when something at  work was causing you to feel  f rustrated.

Si tuat ion:  What was the s i tuat ion? Who or what was causing you to feel  f rustrated?

Behavior:  How did you approach your  work at  the t ime?

Outcome:  What  was the outcome?

Below Average Average Above Average

1 2 3 4 5

Was not able to effect ively

control  emotions in stressful

s i tuat ions.

Control led emot ions when

under st ress but  st ruggled to

maintain the same level of

product iv i ty  or  focus.

Reacted calmly and

confidently when faced with

a cr is is ;  did not let  emotions

affect product iv i ty or focus.



Strives to achieve
This measures the extent to which the candidate sets demanding goals and makes a determined effort to

meet or exceed them.

 

Percentile 

31

  
30 70 100

Tel l  me about your most important career object ive.  

S i tuat ion:  When did you set  th is  goal?  Why is  i t  so important  to you?

Behavior:  What you have done to try to achieve this object ive?

Outcome:  What  progress have you made? 

Give me an example of  the most chal lenging goal  you set  for  yoursel f  and how you went

about trying to achieve i t .  

S i tuat ion:  What was the s i tuat ion? What was the goal?

Behavior:  What  d id you do to achieve them? 

Outcome:  What  was the outcome?

Below Average Average Above Average

1 2 3 4 5

Showed l i t t le evidence of a

dr ive to succeed; may have

expended only minimal

energy or  t ime to complete

w o r k .

Put  forth enough ef fort  to

accompl ish goals .

Set  and achieved

chal lenging goals  and

persisted with extra effort .



Improves own performance
This measures the extent to which the candidate seeks development opportunities in order to improve their

own performance.

 

Percentile 

2 5

  
30 70 100

Tel l  me about  a s i tuat ion where someone gave you feedback and how you responded to i t .

S i tuat ion:  What was the s i tuat ion?

Behavior:  How d id  you respond?

Outcome:  How did th is  impact  your  work? How could you te l l?  

Tel l  me about a t ime when you took i t  upon yoursel f  to learn a new ski l l  that  you thought

might be useful  to you.  

S i tuat ion:  What was the ski l l?  What made you want to learn the new ski l l?  

Behavior:  How did you go about  learning the new ski l l?  How did you apply your  learning?

Outcome: How long did i t  take to learn the new ski l l?  What was the outcome? Were you

able to learn and use the new ski l l?

Below Average Average Above Average

1 2 3 4 5

Demonstrated l i t t le desire to

learn;  would only part ic ipate

in activit ies if  i t  were

required.

Demonstrated some desi re

to learn and took steps

towards  improv ing

knowledge or  sk i l l .

Demonstrated a great  deal

of ini t iat ive to learn and

improve performance.




