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Behavioral interviewing for
technicians, management

An applicant’s past behavior is the best indicator for what their future holds

've conducted thousands of inter-

views throughout my career, and

the only secret that has come to

light is that preparation is key to a
successful interview process. On average,
potential employees have had between
8 and 16 employers in their lifetime. By
the time they reach you, many have been
“trained” to interview and have heard
all of the potential questions and their
outcomes. How often do you interview
potential employees? Often times even
after the best interview by the best inter-
viewer, applicants still know themselves
better than the interviewer does. A good
interview provides the applicant with a
detailed, realistic preview of the position
so they can self-select in or out of the
process —thus introducing the need for
behavioral interviewing. Let’s listen to ATI
Coach Colter Shaffer tell it: The past is the
best predictor of the future; people are
likely to do what they have always done.
Behavior-based questions about the ap-
plicant’s past provide the best factual data
for making good hiring decisions.

What Is behavior-based
interviewing?

Behavior-based interviewing is a tech-
nique that examines past behavior to
determine if the candidate will fit within
your business model. It focuses on lis-
tening to applicants’ answers rather than
bombarding them with closed-ended
questions that produce a yes or no an-
swer, which allows you to hire based on
the facts by gaining insight into how the
candidate will react when placed into
your work environment. The process is
very structured and normally has a core
set of open-ended questions pertaining
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to the position, which reduces intuition-
based hiring mistakes.

There is a wide range of benefits from
the behavioral interviewing process. It
allows you to evaluate the presence/
absence of critical-job related skills, at-
titudes and values. It helps you to hire
the best candidate and avoid costly hir-
ing mistakes. It helps to determine how
the candidate is likely to act if put into the
position. Last, this process helps ensure
that you stay legally compliant during
the interview process. It also allows you
to identify the four types of applicants
you will come across in the process: the
unable/unwilling, unable/willing, able/
unwilling and the able/willing applicants.

Creating the ideal interview
setting

The idea of setting the tone is to make
the applicant feel that the interview is
focusing on them. You need to create a
bond as quickly as possible so that the
candidate can build a relationship with
you. This is important to ensure you get
honest answers to your questions. Make
eye contact as much as possible and take
notes. Set up the seating so the candidate
is sitting next to you, not across from you
— you don’t want any barriers separat-
ing you. Being on the same level as the
candidate will strengthen the bond and
help build rapport. The interview should
be uninterrupted and in a safe environ-
ment for the potential employee.

Initial interview anatomy

The initial meeting should include a five-
step process that makes a 30-minute
interview. The first stage should begin
with explaining how the interview will

be conducted, setting the tone for the
meeting, lasting five minutes. Next, re-
view the resume chronologically while
asking open-ended questions to con-
firm the information. This should take
around 15 minutes. Then, you will dive
into each inconsistency by asking the
right questions, which should take an
additional 15 minutes. Then, you go into
selling the job and the organization, as-
suming it’s going well. This should last
about eight minutes. Last, close the in-
terview and advise the candidate on the
next step in the process. Ensure you take
detailed notes and follow up with them.

Asking the right questions

Most behavioral interviews will consist
of open-ended questions to get a true re-

LEARN MORE

JULY 26 - 29, 2017

www.NACEAutomechanika.com

It's not just about hiring the

right people, but looking at the
right data. Mike Anderson of
Collision Advice and Ray Chew
with CCC Information Services,
Inc. will present “Sustaining
Excellence” on July 28 at NACE
Automechanika 2017 in Chicago.
They will identify opportunities
inside the walls of your business
and you will leave with a call

to action! Register today at
Motorage.com/excellence!



flection of the candidate’s qualifications.
Although this is true, closed-ended ques-
tions still serve several purposes to help
in the process. If you feel the candidate
is feeling nervous, you can ask a yes or
no question to put them at ease. You can
use these questions to verify information
without getting a long detailed response,
which would waste valuable time. You
can also use closed-ended questions to
probe a candidate to lead into a truthful
answer. An example would be asking, “Did
you work under tight deadlines?” Then
asking, “What were the circumstances?”
On average, 60 percent of your interview
questions should be behavior-based ques-
tions, beginning with words like “Describe
atime,” “Give me an example,” “What did
you do?” and “How did you feel?”

Stages of questioning
There are several stages of the interview
process where you want to ask specific
questions to garner a specific response.
For building rapport you could ask, ‘I
noticed you lived in , how do
you find living here in ?" Dur-
ing the confirmation stage you could
ask, “What courses did you take?” Or
“How did you go about achieving your
goals?” When probing a candidate, be
sure to ask supporting questions until
you get the answer you're looking for. An
example would be as follows:
Interviewer: “How did you imple-
ment your plan?” Candidate: “I had a
meeting and discussed the process and
how to get things done.” Interviewer:
“What processes did you apply and how
did you measure it?” Candidate: ‘I con-
ducted arole-play event where we all par-
ticipated in critiquing each other to form a
fluid process,” or, “We measured it by the
number of surveys that were submitted,
which we used as an accountability op-
portunity.” As you see in the example, the
candidate didn’t give the exact response
needed to the original question. So the in-
terviewer probed further, and asked the

same question in a different way in order
to get a more detailed response.

Another effective technique used
in behavioral interviewing is the pause
method. Once you ask a question, pause,
no matter how uncomfortable the silence
gets. Hold the silence until they issue a re-
sponse, then continue with the next line
of questioning. This creates the impres-
sion that no matter what, you need a valid
response, and you are willing to wait until
they can give you that information.

It is also important to sequence your
questions to obtain any unfavorable infor-
mation. You could ask a candidate, “Tell
me about a time when you successfully
worked with a difficult boss.” Then follow
up with, “Tell me about a time when you
had difficulty working with someone.” You
will get the information you need because
the applicant speaks spontaneously and
doesn't fight you, withdraw or babble. The
idea is to have the applicant leave the in-
terview saying three things: I liked the de-
scription of the job; I think the interviewer
liked me; and I have no clue if 'm going to
be offered the job.

Using your collected data

In the decision-making process you
should look for consistency in the events
you discussed. Also, gauge the amount of
favorable versus unfavorable information
you collected, such as overstatement of
accomplishments. Ask yourself, does this
person, while qualified, “fit” within my
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business? Look back at your notes refer-
ring to body language and eye contact
— were they smiling or did they seem ex-
cited? Everything from the moment they
entered the building should be considered
in the decision-making process. Were they
on their phone, or did they seem interest-
ed in the surrounding environment? Did
they acknowledge my co-workers as they
passed by, or are they standoftish? Did
they look happysitting, or were they antsy
and needing to keep moving? When they
came in, did they own the room? These
are all questions to ask yourself because
they show how the candidate will conduct
themselves in the future. A good candidate
will recognize they are at your business for
an opportunity. With that being said, they
should act like they are excited to be there
and interested in being part of the team.
'They should want to stand out and be no-
ticed in a positive light.

Ifyou would like the ATT Hiring Check-
list to help you prepare for your next inter-
view, simply go to www.ationlinetraining.
com/2017-06 for alimited time. ZZ
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