Office Manager Interview Packet

Overview and Instructions:

Prior to the interview:

Take a few minutes to review the interview questions and the rating scales.  You will know what to look for in the interview if you are familiar with the rating scales.  

Opening the interview:


Take a few minutes to build rapport with the candidate with a couple of open ended questions.
1) Ask them to walk you through their résumé.  (take notes)
Then explain the formal interview process:

 “I’d like to spend the next 20 min discussing your qualifications to determine whether they match those needed for the position.  I’ll ask you questions that are important for success in this position.  I’ll also provide you with an opportunity to ask any questions you may have.  For some of the questions I will ask you to describe a specific past experience and what you did in that situation.  I’m primarily interested in learning details about the situation, your actions and the outcome.  I realize it may take a moment for you to think of a relevant past experience, so don’t feel you have to begin answering immediately.  I want you to be as specific as possible so at times I may ask you to elaborate, or I may interrupt you to make sure that I am getting the information I need and that I understand what you have said.  If you like I will repeat all or part of the question.  Do you have any questions before I begin?
During the interview: 


Be sure to ask each question as written.  Use probes as needed to gain information regarding the situation, behaviors and outcomes.  Take detailed notes regarding the candidates’ responses.  
After the interview:

After the candidate has left the room, review your notes and rate the candidate’s response to the behavioral questions and “Effective communication” on the 7 point scale.  

· Determine whether the response to each question best fits the low, medium or high behavioral examples at the bottom of the page.  

· Evaluate the scope, complexity and effort of the response and rate each category as low, medium or high.  Indicate your rating for the response in the box provided on each page.  

· Scope-refers to the significance or impact of the behavior relative to the environment or circumstances described.  

· Complexity- refers to whether the actions taken by the candidate were elaborate or simple in nature.  Behaviors that are more complex tend to involve greater planning, multiple steps and advanced skills.  
· Effort- refers to the level of determination demonstrated by the actions taken in response to the challenges faced. 

· Circle a number within that category that reflects the level of determination demonstrated by the candidate’s response.  Select the number primarily by focusing on the behavioral anchors.  Also consider the scope, complexity and effort demonstrated to assist in assigning a numerical rating.  Generally, these factors should not shift the assigned rating by more than one point.  

· Add the scores together to obtain a total interview score.  Use the total score in conjunction with other applicable information about the candidate to make your hiring decision.  

1) Project Management:
 "Describe a work situation that required you to perform several tasks, or work on several projects at the same time.  What did you do?”
Possible follow up probes:

· What about each project made them difficult?

· How did you prioritize which project to work on?

· What did you learn from this experience that you might be able to replicate?
	Situation
	Behavior
	Outcomes

	
	
	Complexity

Low/ Medium/ High

Scope

Low/ Medium/ High

Effort

Low/ Medium/ High



	Low Behavior Examples
	Medium Behavior Examples
	High Behavior Examples

	· Exhibited pessimism or gave up quickly

· Blamed others for poor candidates 
· Had to be directed by superior to take next step
· Never managed multiple projects
	· Put in some effort but was set back by difficulties
· Followed obvious steps or projects were simple
· Was generally willing to do what it took to get the job done
	· Sought innovative ways to complete everything
· Demonstrated deep understanding of the a complex series of problems
· Anticipated setbacks and viewed them as opportunities to dig in deeper

	1-2 points
	3-5 points
	6-7 points


2) Interpersonal Communication
Give an example of when you had to work with someone or a customer who was difficult to get along with. Why was this person difficult? How did you handle that person? 
Possible follow up probes:

· What did you need to accomplish with the person?

· How long did you need to deal with then?

	Situation
	Behavior
	Outcomes

	
	
	Complexity

Low/ Medium/ High

Scope

Low/ Medium/ High

Effort

Low/ Medium/ High



	Low Behavior Examples
	Medium Behavior Examples
	High Behavior Examples

	· Has not claimed to of dealt with anyone difficult
· Appeared annoyed or unable to work with someone difficult
· Candidate showed little internal motivation  to resolve the issue

	· Struggled to find ways to resolve the problem.
· Choose to sidestep or ignore the conflict .
· Vague or unclear on what steps they tried to resolve the problem

	· Took a solutions oriented approach to solving the problem
· Had a clear understanding of the task that needed to be accomplished
· Tried several approaches to dealing with the individual in order to find a way to work with them 
· Was ultimately successful in accomplishing their task

	1-2 points
	3-5 points
	6-7 points


3) Innovation:

"Tell me about a time when you developed and executed a value-added project for your company by yourself. How did you come up with the idea? Walk me through the development and execution stages of the project."
Possible follow up probes:

· What were the goals for the company that year?

· How did you measure if you were successful?

· How did you develop ?

	Situation
	Behavior
	Outcomes

	
	
	Complexity

Low/ Medium/ High

Scope

Low/ Medium/ High

Effort

Low/ Medium/ High



	Low Behavior Examples
	Medium Behavior Examples
	High Behavior Examples

	· Worked as a part of a group to achieve innovative project
· Project had little innovation beyond normal best practices
· Did not achieve goals

	· Followed direction of someone above them or corporate office
· Did all of the work on own without recruiting anyone to help
· Achieved goal but had no clear metrics for success

	· Created program completely on own assessment of situation and how to improve
· Worked outside of normal work hours to prepare and define project
· Led a team of people to achieve the goal
· Clear achievement metrics for project that were achieved in a reasonable timeline



	1-2 points
	3-5 points
	6-7 points


4) Financial literacy:

How much involvement have you had in financial operations or decisions? Specifically what was your role? What kind of data did you use to make decisions? 
Possible follow up probes:

· What would you look for on a balance sheet to tell if an organization was healthy?
· Have you ever used quickbooks?
· Have you ever participated in preparing a budget?

	Situation
	Behavior
	Outcomes

	
	
	Complexity

Low/Medium/ High

Scope

Low/Medium/ High

Effort

Low/Medium/ High



	Low Behavior Examples
	Medium Behavior Examples
	High Behavior Examples

	· No experience in financial operations
· Not comfortable with numbers

	· Some experience in creation of financial statements or has actively participated in budgeting process.
· Comfortable with numbers, spreadsheets and accounting platforms. 
	· Performed bookkeeping or led budgeting process.
· High level of excel skills and utilized accounting software.


	1-2 points
	3-5 points
	6-7 points


5) Customer Relations:

Tell me about a specific time when you turned a dissatisfied customer into a satisfied one.
Possible follow up probes:

· What made this person difficult to deal with?

· What was it that made the customer dissatisfied?
· How was the solution good for the customer and the buisness?

	Situation
	Behavior
	Outcomes

	
	
	Complexity

Low/Medium/ High

Scope

Low/Medium/ High

Effort

Low/Medium/ High



	Low Behavior Examples
	Medium Behavior Examples
	High Behavior Examples

	· Little experience with customers.
· The dissatisfaction was fairly mild.
· Solution hurt the business.

	· Some experience dealing with customers
· Customer was pretty upset.
· Solution was neutral to the business
	· Lots of experience dealing with customers..
· Customer was very upset
· Solution appeased the customer and was in the businesses best interest  

	1-2 points
	3-5 points
	6-7 points


Communication Scale

	Low
	Medium 
	High

	Does not speak in a clear and organized manner
	Usually speaks in a clear and organized manner
	Always speaks in a clear and organized manner

	Fails to use correct grammar or language is too informal
	Typically uses correct grammar but language is too informal
	Always uses correct grammar and language is appropriate

	Fails to be concise in responding.  Is overly elaborate in trying to explain ideas and becomes sidetracked.  
	Usually conveys complex ideas in a fairly concise manner.  May include some unnecessary details.  
	Always conveys complex ideas concise manner.  Does not ramble  

	Responses suggest candidate was not listening to interviewer.  
	Responses suggest candidate did not always listen intently to instructions.  
	Responses suggest candidate listened intently to the questions  

	Frequently engages in distracting mannerisms.  (e.g. long pauses, pencil tapping
	Body language is appropriate and rarely distracting.  
	Does not engage in distracting mannerisms.  Demonstrates professional eye contact, posture and body language.  

	Displayed low energy and monotone voice
	Somewhat energetic or energy seemed to fade in and out.  Some inflection in voice.  
	High Energy excited, positive person.  Proper inflection and tone in voice.

	Asks vague and poorly worded questions.
	Most questions are clear but they could be worded more concisely.  
	Asks clear, concise understandable questions.


	1 -2 points
	3-5 points 
	6-7 points


Applicants name:

Interviewers name:
Date:

Location:
Scores:

Queston#1_________

Queston#2_________

Queston#3_________

Queston#4_________

Queston#5_________

Communication:____

Total:_______

List Dental experience if relevant:

Additional Comments: (include a list of strengths and areas for improvement or training):

