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	Critical 

Success Factors
	Prompts
	Anchors
	

	
Can you tell me about a time when you provided excellent customer service by going beyond your primary job responsibilities?


	a.
Please describe the situation.

b. 
What action did you take?

c. 
What was the outcome?

d. 
Can you provide another example? (repeat a-c)?


	· Service encounter is beyond parameters of typical job responsibilities

· Describes specific behaviors that made the encounter positive

· Able to identify a second positive encounter beyond parameters of typical job responsibilities


	0   1

0   1   
0   1



	Can you tell me about a time 
when a customer’s dissatis-
faction with a service was 
brought to your personal 
attention? 


	a. What was the dissatisfaction?

b. What action did you take?

c. What was the outcome?

d. What would you do differently?

e. Please describe how you think your job role is connected to the delivery of patient centered care?


	· Describes specific examples without criticism or blame

· Describes specific behaviors (1 pt) and verbal responses (1 pt) used

· Articulates positive outcome to encounter OR reflective self evaluation, i.e., “extra” support that could have been provided

· Able to link the performance of their job with hospital’s ability to act on its mission of delivering patient centered care
	0   1

0   1   2

0   1

0   1


	
You receive a call from your manager directing you to prepare information about a reorganization of departmental functions* without the knowledge of the individual(s) being impacted.  Several hours later, a co-worker pulls you aside and whispers, “Have you heard anything about a plan to reorganize the department?”

*Interviewer may substitute departmental functions from the following:

· Position elimination

· Reallocation of space

· Employee termination

· Departmental phaseout

· Outsourcing services provided by your department?


	a. How would you respond?

b. What might you say?

c. What might you do?

d. What criteria would you use to determine if something was confidential?

e. How did you respond to similar situations in the past?


	· Applicant describes specific behaviors (1 pt) and verbal responses (1 pt) used:

· Avoids gossiping with co-workers

· Sets limits on inappropriate questions

· Applicant identifies considerations pertaining to confidentiality 

· Recognizes the confidential nature of material disclosed by manager

· Identifies the potential adverse impact resulting from inappropriate disclosure

· Uses Policies and Procedures as a resource regarding confidentiality

· Distinguishes between “need to know” and “curious to know”


	0   1   2
0   1   




	Tell me about a time in your professional experience when you have been a member of a work team in which differences of opinion developed about how the work was assigned or completed?

	a. What were the differences of opinion?

b. What role did you play in the situation?

c. What action did you take?

d. What was the outcome?


	· Describes specific nature of conflict

· Describes appropriate behaviors in handling disagreement

· Describes positive outcome to disagreement or how the work was completed in spite of differing opinions

· Suggests the worth of each team member

· Reflects a lack of arrogance in viewing the contributions of others as equally important, albeit different

· Recognizes that everyone is at one time a novice and needs the encouragement of more seasoned practitioners to volunteer ideas, opinions


	0  1

0  1  2  

0  1

0  1



	Describe the single most important accomplishment that you have achieved or been a part of within the past year.


	a. Were others involved in this accomplishment?

b. If so, what was particularly rewarding about this experience?

c. Can you describe an important accomplishment that occurred more than a year ago?


	· Describes significant accomplishment (in relation to job role)

· Introduced practice that enhanced patient care

· Received additional professional certifications

· Acquired new skills

· Pursued additional education

· Promoted

· Acknowledges the contributions of others and/or describes intrinsic value to teamwork and collaboration

· Describes a second accomplishment 


	0  1

0  1

0  1




	Critical 

Success Factors
	Prompts
	Anchors
	

	
Can you describe a significant change that occurred in your former work environment?


	a. How did the change impact you?

b. What did you do to manage or cope with the change?

c. What was the outcome?


	· Describes specific nature of change

· Identifies specific impact of change on self without criticism or blame of others

· Describes specific behaviors (1 pt) and strategies (1 pt) for managing change

· Describes outcome in a positive manner


	0   1

0   1

0   1   2
0   1

	Can you please cite an example of how you influenced the behavior of a peer in your past work?


	
	· Describes specific example of using sphere of influence

· Provided peer with education or explanations that deepened knowledge, broadened perspective of clinical practice, and/or linked practice to larger healthcare environment issues

· Describes specific behaviors used to influence the behaviors of others


	0   1

0   1




	What skills/behaviors/attitudes will you bring to this position?
	

	
	

	What expectations do you have of the UW as a future employer?
	

	
	



	Communication

	a.
What would you do?

b.
What would you say?

c.
What questions might you ask?
	· Uses grammatically correct English and applies the meaning of words appropriately (1 pt)


· Speech reflects a tone and volume appropriate to the situation (1 pt)

· Body language (including eye contact) communicates openness, interest, and willingness to discuss situation (1 pt)
	0   1   2   3



	Orientation to Service


	a.
What would you do?

b.
What would you say?

c.
What questions might you ask?


	· Assumes ownership of the problem and offers immediate assistance and help (1 pt)

· Conveys empathy while “listening to understand” to identify customer wants/needs AND anticipates unspoken needs of customer by offering to make corrections to report by deadline required by staff member 
(1 pt)

· Invites additional questions before closing encounter in a positive manner (1 pt)


	0   1   2   3



	Creative Problem Solving


	a.
What would you do?

b.
What would you say?

c.
What questions might you ask?
	· With a non-defensive posture, inquires about the reasons the staff member believes data is not current (1 pt)

· Accesses additional resources that can render immediate help in resolving the staffs’ needs (1 pt)

· Follows up the solution with both staff members (1 pt)

· 
	0   1   2   3



	Dress Code
	
	· Interview attire and personal hygiene consistent with standards of employing unit (1 pt)
	0   1 
  


	Notes:

	

	

	

	


Scoring

	I.  Behavioral Component

Total Points Possible:    26
Total Points Earned:   _____

     Total Points Earned

                                          =   ________%  Score

                    26                                  
	
	
	
	II.  Role Play

Total Points Possible:   10

Total Points Earned:   _____

   Total Points Earned 

                                              =   ________%  Score

              10




Final Score

Behavioral ______% Score Plus Role Play _____% Score
=    _______% Final Score
                 ___________________________________________

                                                                          2
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Candidate is:   ( Recommended
(  Not Recommended
Signature of Employment Specialist:_________________________________________

Date:_________________________
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