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RECEPTIONIST INTERVIEW GUIDE

5. Exceeds – Expected responses were thoroughly demonstrated. Candidate demonstrated a high level of understanding. The candidate excels at this qualification.

4. Meets - Expected responses were well covered (only minor gaps which are not related to important job functions or can be quickly learned). Most elements of the question were covered and candidate demonstrated good understanding of the concepts.

3. Meets – Expected responses were adequately covered. The response information was the minimal expected for the target performance of the position. Touched on some of the key elements and displayed some understanding. Level is that of a point of entry to the target position.

2. Below – Response was that of someone not yet at the target position level. The response is weak and below the level for the job. Responses were not addressed with adequate information and understanding and points were missed which relate to important job functions.

1. Below – The response failed to demonstrate the knowledge area or competency for the position. Important gaps and problems were identified in the response.

Candidates will be assessed on the amount of breadth and depth of the answer provided using the rating criteria bullets. and the scoring grid. These points are illustrative and it is not necessary for the candidate to speak directly to each point.

1. Tell us about your work background and past experiences as they relate to the requirements of this position.

Probe: Can you tell us more specifically about your clerical experience. Probe: Have you worked on a switchboard before?

How many lines have you handled? Have you worked with a voice mail system?

 Probe: Tell us about your experience and skills working with numbers or accounting?

Expected Responses:

·  Diploma/ Certificate in related area

· Administrative/ Receptionist/ Clerical work experience

· Completed computer related tasks in work experience

· Experience in client service occupation

Rating 1 2 3 4 5

2. Tell us about your computer skills. How would you rate your ability to work with the Microsoft Suite (beginner, intermediate or advanced) and explain why.

Probe: Microsoft Suite abilities (outlook, word, excel) ACCPAC experience .

Rating

· no experience

· minimal level of experience ( word, outlook, internet)

· moderate level of experience, ( word,. Outlook, excel)

· high level of experience (word, outlook, excel, databases, web etc)

Rating 1 2 3 4 5

3. Can you tell us how you manage your own time and objectives in order to ensure deadlines are met and priorities are managed?

Probe: what time management tools have you used to keep ontrack with work objectives. 

Probe: How do you organize your time to meet deadlines?

Expected responses

· Organizes work

· Sets priorities

· Manages crisis issues as they come up

· Keeps a “ to do “ list

· Uses other time keeping tools e.g. daytime etc.

· Changes priorities according to urgency, risk, level of need

· Seeks advise from supervisor

Rating 1 2 3 4 5

4. This position often involves multi tasking. Can you provide us with an example when you had to deal with different inquiries happening at the same time (e.g. staff questions, phone, clients etc.) What was the situation and how did you handle it.

Expected responses:

· Deals with priorities

· Keeps calm

· Receptive and approachable to all

· Not reactive

· Friendly

· Understands what the priorities are

· Acknowledges everyone is important

· Let people know they will be looked after

Rating 1 2 3 4 5

5. Describe a time when you had to work exceptionally hard to provide great service to a customer or client (internal or external). What did you do and what was the outcome.

Expected Responses (internal and external clients):

· Empathic to concerns

· Acknowledges concerns or requirements

· Active listening and communication skills

· Follows through and follows up on issues

· Dedicated to satisfaction of client

· Keeps client up to date

· Ensures service is provided

· Puts clients issues in order of priority

Rating 1 2 3 4 5

6. Tell us about a stressful situation you experienced on the job and how you handled it. 
Probe : What causes you stress at work?
Expected Responses

· Remains focused

· Adapts to changing circumstances

· Shows flexibility

· Remains effective and keeps perspective

· Demonstrates an awareness of how own actions or reactions impact others

Rating 1 2 3 4 5

7. Tell us about a time when you had to ensure a high level of accuracy with your work. What tools or supports do you use to ensure the accuracy level of your work.

Expected responses:

· Reviews own work

· Pays close attention to details that are important

· Seeks out others to verify or review work

· Verifies assumptions and information before accepting them

· Provides an example relative to the work that will be performed in the role

Rating 1 2 3 4 5

Total / 35

Andrew Fleck Child Care Services agreed to share this document as a resource for the CCHRSC’s HR Toolkit. Resources are provided for reference only. Always consult current legislation in your jurisdiction to create policies and procedures that meet the needs of your organization.
CHILD CARE HUMAN RESOURCES SECTOR COUNCIL      WWW.CCSC-CSSGE.CA                                                           1

