Sample Behavioural Interview Questions 

Sales

· Tell me about the types of sales techniques you’ve used to sell a product.  Give me an example.
· Which techniques gave you the most success, and why?  Have you ever adjusted your strategy to make a sale?
· In our competitive market, how have you assisted your team in developing creative solutions to develop new business?  In this regard, what sales methods have you and your team found to be most successful?
· Tell me about specific steps you have taken to mentor and motivate your staff with respect to sales.  Specifically, what steps have you implemented to encourage your staff to share and continue to learn and apply effective sales techniques?
· What results have you achieved from each of the sales positions that you have held?  Have any impacted the business?  Have you ever done cold calling?  What were the results?
· Tell me about a time when you weren’t able to reach your sales numbers.  What did you do to turn this around and/or move on?  (probes: sales goals at work that were not met, a sale you couldn’t close)
Customer Service

· Define excellent customer service. Give me an example of when you have demonstrated this.  (Over the phone and in person).  
· Give me an example of a situation where you had to go above and beyond your call of duty to get something done?
· Tell me about a time when you had to handle a particularly difficult customer complaint.  What was the situation?  What did you do?  What was the outcome?
· Tell me about your experience in dealing with a difficult customer both internal & external.  What was the circumstance & what measures did you take to ensure quality service was maintained?

· Can you tell me about a time you took steps necessary to resolve a problem although it wasn’t technically your responsibility.

· Name one way in which you provided extraordinarily good service - above the call of duty - to a customer or client.

· What strategies do you employ for finding common ground with your customers?

· How would your customers describe you?

· Tell me about a time when you couldn’t provide excellent customer service.  How did you turn this around?  What would you do differently next time, or what did you learn from this?

· Please describe what active listening means to you and provide an example of when you have demonstrated it.
Multi-tasking

· Give me an example where you have had to deal with several things at once?  How did you manage?  What was your strategy?
· Tell me how you organize yourself in preparation for your day?
· How have you been able to create efficiencies in your last job?  Technology?  Processes?
· Please describe a situation where you were feeling overwhelmed with the work load and you had timelines you had to meet – how did you deal with this?
· Describe for me how you keep yourself organized?  (How would you be impacted if you lost your organizer?)
· Describe a time when you had many things to do and you knew you could not meet all of your deadlines.  What steps did you take to deal with that situation?  
Dealing with Change

· Tell me about a time when you had to communicate a change that would not be well received. What did you do to achieve buy-in on a change?  What was the situation?  What was the outcome?  What obstacles did you overcome?
· Tell me about a new idea you brought forward at your last job AND how you implemented this change.  (Probe: Did this change involve changing peoples’ way of doing things?  How did you garner support for this change?  What was the outcome?  What obstacles did you overcome?)
· Tell me about a time that you had to adapt to a change you didn’t agree with. What was it? How did you handle it?
· In the past how have you dealt with employees that are resistant to change?
· What did you do to achieve buy-in on a change?  What was the situation? What was the outcome? What obstacles did you overcome?

Dealing with conflict

· Please tell me about a time when you disagreed with a final decision and what action you took.

· Tell me about a disagreement you’ve had with someone and how did you go about resolving it?

· Tell me about a specific instance when you were successful in turning a negative situation around?  

· Tell me about a time when you had to deal with a conflict with a customer.
· Tell me about a time when you had to resolve a personality conflict between two members of your team.  What was the problem? What did you do?

· Tell me about a time when two of your co workers did not get along.  How did you notice that there was problem? How did you handle it?

Relationship building

· Tell me about the most frustrating experience you’ve encountered when trying to help solve a client problem.  What was the situation?  What were the obstacles?  What were you able to offer the customer?  What was the outcome?
· Tell me about a time when a member or client requested something that you personally did not have the knowledge or ability to provide.  How did you handle the situation?
· Tell me how personally you build relationships with members, internal clients, or external customers.
· We all have days when we are feeling overwhelmed and frustrated.  On those days, dealing with a ‘customer’ seems to be more of a chore.  Tell me about a recent frustrating situation when you did not have time to deal with a member
· What have you done to build relationships within and across teams?  What role did you assume?  What was the outcome?
· How have you been able to deliver excellent quality service to internal/external customers in your current/last job?  What measurements do you use to confirm this?

· Tell me about the manner by which you receive member or client feedback.  What do you do with this information?  What changes have resulted?

· Tell me about a recent time when you were part of a cross-functional team.  What were some of the new ideas or best practices that you shared with the team?  Why did you decide to share these ideas?  

· Tell me about some of the ways that you have been successful at coaching others to establish new member contacts.  How did you identify the opportunities?  What steps did you take prior to recommending the new system, product, service, etc. 

· Tell me about some of the obstacles you have recently encountered when trying to deliver on one of your commitments to your manager, members, co-workers, or employees.  What did you do about this?  What was the outcome?

· What measurements have you used to confirm that you have delivered high quality service to internal/external customers?

Decision making

· Please tell me about a situation when you had to stand up for a decision you made, or an action you took, even though it was unpopular.
· Please tell me about a project where there were risks involved in meeting the final results
· Tell me about the last time when you had to make a quick decision.  What were the risks in the situation?  Why did you decide to pursue the route that you did? What was the outcome?  How different would you handle it next time?
· Tell me about a decision that you made which, when you look back on it, was not the best solution to the problem.  What was the problem?  What did you decide?  What, in your opinion, should you have done? Why?
· Tell me about a time when you recognized the need to gain a thorough understanding of a client’s needs before making a business decision.  Why was gaining this knowledge so important before proceeding in decision-making? 

· Tell me about a time when you realized the need to consider the impact of a business decision from various perspectives before taking action or making recommendations.  What prompted you to use various perspectives in your decision making process?
· When providing advice to a client, tell me about a specific time when your recognition of a pattern or trend helped your client make an informed decision.  What steps did you take to uncover this pattern or trend?
· Tell me about a specific method you have found to be effective in gathering and synthesizing information.  How had this method assisted yourself and others in fully comprehending issues relevant to the information?
· Tell me about a recent problem you encountered where you had to use your analytical skills to solve the issue.  (Probing: What was this situation?  How did you go about researching/uncovering the issue?  What was the end result?)
· Tell me about a specific situation where you prevented a problem before it occurred?
· Tell me about a time when you had to make a decision where there was no policy.  What was the issue? How did you arrive at your decision?

Flexibility

· Tell me about a situation where you had your day all planned, but then something unexpected occurred that changed everything.  How did you react?
· What is your opinion on employees having to stay late to finish a task/assignment?  How often have you had to do this?
· Tell me about a time when you were able to accommodate your employer on short notice.
· How much notice would you need in order to switch a shift?
General

· Please tell me about a time when you were honest, even though it was difficult to do so.
· Please tell me about a mistake/error you have made in your work and how you changed the way you do your work to avoid future errors. If the mistake impacted your client, tell us how you managed the impact. 
· How do you ensure confidentiality is maintained in your job?

· Please describe a time when you were able to convey complex information while adapting the style and content of your message to meet the needs of your audience. What was the outcome? (look for ability to distil ideas into focused messages that inspire support and/or action from others).

· Please describe a difficult conversation that you have had to have. How did you prepare for it? What was the outcome?

· Tell us about a successful experience you have had conveying complex information effectively. 

· Describe an example of a time that you coached and mentored an employee.

· Tell us about a time that you were instrumental in clarifying team goals to focus staff activities on fulfilling team objectives.

Teamwork

· Provide a specific example where you chose to liaise with other colleagues in order to foster a coordinated, cooperative and strategic business approach.  What was the challenge / issue you needed to solve and, considering this example, why did you decide that a cross-functional approach would be successful?  What was the outcome?

Critical Analysis & Decision Making

· Tell me about a recent decision you made which had a major impact on the organization.  What perspectives did you need in order to make your decision?  How were these perspectives gathered? What was the outcome?

Risk Management

· Describe a recent example of a time when you made a sound business decision by effectively using information and analyzing the long-term and “bigger picture” implications of the decision.

· Tell me about a time when, while analyzing data or information, your recognition of missing data or information paid off.

