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1. Welcome

Presenter: Dr Joel Colin Yang Weiwen
This streaming video requires Internet connection. Access it via Wi-Fi to
avoid incurring data charges on your personal mobile plan.
Click here to watch the video. i

Welcome to the course HRM375 Interviewing Skills, a 5 credit unit (CU) course.
This Study Guide will be your personal learning resource to take you through the course
learning journey. The guide is divided into two main sections – the Course Guide and
Study Units.
The Course Guide describes the structure for the entire course and provides you with an
overview of the Study Units. It serves as a roadmap of the different learning components
within the course. This Course Guide contains important information regarding the
course learning outcomes, learning materials and resources, assessment breakdown and
additional course information.

i

https://d2jifwt31jjehd.cloudfront.net/HRM375/IntroVideo/HRM375_Intro_Video.mp4
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2. Course Description and Aims
This course provides you with fundamental knowledge in recruitment interviews. This
includes the discussion of corporate interviewing and the various types, structures
and styles of interviews. A discussion of effective communication, questioning, and
listening skills will also be introduced as important strategies and skills in conducting
recruitment interviews. Knowledge on assessing candidates in interviews such as
screening resumes, conducting reliability checks, interviewing millennials, and seeking
the necessary attributes will also be discussed. Interviews also may include biases, so
a discussion on common biases in selection and strategies to overcome them will also
be included. The course concludes with a discussion on a specific type of interviewing,
Motivational Interviewing, and its application in organizations, leadership roles and in
conducting recruitment interviews.

Course Structure
This course is a 5-credit unit course presented over 6 weeks.
There are six Study Units in this course. The following provides an overview of each Study
Unit.

Study Unit 1 – Fundamentals of Interviewing
This unit helps you understand the purposes of corporate interviewing and the different
types, structures and styles of interviews.

Study Unit 2 – Effective Communication and Perception
This unit will focus on the types and styles of communication and how perception plays
a key role in the communication process. This study unit will cover some communication
skills that are necessary in conducting interviews. This study unit will also discuss how
to screen resumes and the technological innovations that aid in resume screening.
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Study Unit 3 – Planning and Designing Questions for an Interview and
Conducting Reference Checks
The aim of this unit is to illustrate the preparation behind conducting an interview.
This study unit will explore the tips on how to ask effective questions and what are the
inappropriate or illegal questions to avoid. The study unit concludes with a discussion on
the types of reference checks and how to conduct one.

Study Unit 4 – Active Listening Skills, Necessary Attributes and Promoting
The Position
This unit will cover the processes, verbal and non-verbal skills and barriers of Active
Listening. This study unit will also tackle what are the necessary attributes to look out for
in candidates, and once finding the right candidate, how to sell the job position to them.

Study Unit 5 – Selection Biases and Strategies to Overcome Them, and
Interviewing Millennials
This unit describes the various types of biases in selection and the strategies to overcome
them. The study unit will also discuss the millennial generation and the best questions to
ask them in recruitment interviews.

Study Unit 6 – Motivational Interviewing
This unit covers the key elements, processes and communication skills in Motivational
Interviewing. This study unit will conclude with a discussion on the application
of Motivational Interviewing in leadership roles and recruitment interviews in
organizations.
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3. Learning Outcomes
Knowledge & Understanding (Theory Component)
By the end of this course, you should be able to:
1.

Analyse the psychology of the interview process

2.

Distinguish the various approaches and techniques of interviewing

3.

Critique communication and perception principles in the context of an interview

Key Skills (Practical Component)
By the end of this course, you should be able to:
1.

Create an interview plan that enables appropriate questioning and observation
skills

2.

Design an interview plan that allows for effective communication during an
interview, giving form, purpose and direction to the interview process

3.

Apply the various techniques for interviewing under different work settings
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4. Learning Material
The following is a list of the required learning materials to complete this course.

Required Textbook(s)

Evans, D. R., Hearn, M. T., Uhlemann, M. R., & Ivey, A. E. (2017). Essential interviewing:
A programmed approach to effective communication (9th ed.). Pacific Grove: CA:
Brooks/Cole.
If you are enrolled into this course, you will be able to access the eTextbooks here:

To launch eTextbook, you need a VitalSource account which can be created via
Canvas (iBookStore), using your SUSS email address. Access to adopted eTextbook is
restricted by enrolment to this course.

Other recommended study material (Optional)

Aamodt, M. G. (2007). Industrial/organizational psychology: An applied approach (5th ed.).
Belmont, CA: Thomson-Belmont Wadsworth.
Adair, J. (2003). Effective communication. London: Pan Macmillan Ltd.
Amos, J. A. (2004). Handling tough job interviews: Be prepared, perform well, get the job.
Mumbai: Jaico Publishing.
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Andrews, P. H., & Baird, J. E. (2005). Communication for business and the professions. Long
Grove, IL: Waveland Press, Inc.
Arvey, R. D., & Campion, J. E. (1982). The employment interview: A summary and
review of recent research. Personnel Psychology, 35(2), 281-322.
Barclay, J. M. (2001). Improving selection interviews with structure: Organisations’ use
of “behavioural” interviews. Personnel Review, 30(1), 81-101.
https://doi.org/10.1108/00483480110380154
Broadbent, D. (1958). Perception and communication. London, UK: Pergamon Press.
Brown, M., & Gyles, B. (1994). How to interview and be interviewed. London: Sheldon
Press.
Bryman, A. (2001). Social research methods. Oxford university press.
Camp, R., Schulz, E., Vielhaber, M., & Wagner-Marsh, F. (2004). Human resource
professionals' perceptions of team interviews. Journal of Managerial Psychology,
19(5), 490-505.
Carnegie, D. (1977). The quick and easy way to effective speaking: Modern techniques for
dynamic communication. New York, NY: Pocket Books.
Carson, C. M. (2005). A historical view of Douglas McGregor's Theory Y. Management
Decision, 43(3), 450-460.
https://doi.org/10.1108/00251740510589814
Cascio, W. F. (n.d.). Managing human resources: Productivity, quality of work life, profits.
Denver, The Business School University of Colorado.: McGraw-Hill Irwin.
Clark, L. A., & Roberts, S. J. (2010). Employer’s use of social networking sites: A socially
irresponsible practice. Journal of Business Ethics, 95(4), 507-525.
Derous, E., Ryan, A. M., & Nguyen, H. H. D. (2011). Multiple categorization in resume
screening: Examining effects on hiring discrimination against Arab applicants in
field and lab settings. Journal of Organizational Behavior, 33(4), 544-570.
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Edwards, R. M., & Kleiner, B. H. (2002). Conducting effective and legally safe
background and reference checks. Managerial Law, 44(1/2), 136-150.
https://doi.org/10.1108/03090550210770722
Feldman, J. M. (1981). Beyond attribution theory: Cognitive processes in performance
appraisal. Journal of Applied psychology, 66(2), 127-148.
Gillham, B. (2005). Research Interviewing: The range of techniques: A practical guide. New
York: Open University Press, McGraw-Hill Education.
Guion, L. A., Diehl, D. C., & McDonald, D. (2011). Conducting an in-depth interview.
Gainesville, Florida: Univeristy of Florida.
Hargie, O. D. W. (1997). The handbook of communication skills (2nd ed.). New York:
Routeledge.
Holbrook, A. L., Green, M. C., & Krosnick, J. A. (2003). Telephone versus face-toface interviewing of national probability samples with long questionnaires:
Comparisons of respondent satisficing and social desirability response bias.
Public Opinion Quarterly, 67(1), 79-125.
https://doi.org/https://doi.org/10.1086/346010
Imada, A. S., & Hakel, M. D. (1977). Influence of nonverbal communication and rater
proximity on impressions and decisions in simulated employment interviews.
Journal of Applied Psychology, 62(3), 295.
https://doi.org/10.1037/0021-9010.62.3.295
Kacperck, L. (2014). Non-verbal communication: The importance of listening. British
Journal of Nursing, 6(5).
https://doi.org/10.12968/bjon.1997.6.5.275
Knippen, J. T., & Green, T. B. (1994). How the manager can use active listening. Public
Personnel Management, 23(2), 357-359.
Leech, B. L. (2002). Asking questions: Techniques for semistructured interviews. PS:
Political Science & Politics, 35(4), 665-668.
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Lunenburg, F. C. (2010). Communication: The process, barriers, and improving
effectiveness. Schooling, 1(1), 1-11.
Macan, T., & Merritt, S. (2011). Actions speak too: Uncovering possible implicit and
explicit discrimination in the employment interview process. In International
review of industrial and organizational psychology 2011 (pp. 293-337). John Wiley &
Sons, Ltd. Retrieved from https://doi.org/10.1002/9781119992592.ch8
McGregor, D. M. (1967). The professional manager. New York: McGraw-Hill.
Miller, W. R. P., & Moyers, T. B. P. (2008). Eight Stages in Learning Motivational
Interviewing. Journal of Teaching in the Addictions, 5(1), 3-17.
Miller, W. R., & Rollnick, S. (2013). Motivational interviewing: Helping people change (3rd
ed.). New York: Guilford press.
Morgan, D. (1998). 10 Minute Guide to Job Interviews. New York: Macmillan.
Newstorm, J. W., & Davis, K. (1993). Organizafional Behaviour: Human Behaviour at Work.
New York: McGraw Hill.
Ng, E. S., Schweitzer, L., & Lyons, S. T. (2010). New generation, great expectations: A
field study of the millennial generation. Journal of Business and Psychology, 25(2),
281-292.
Opdenakker, R. (2006). Advantages and disadvantages of four interview techniques in
qualitative research. Forum Qualitative Sozialforschung/Forum: Qualitative Social
Research, 7(4), Art. 11. Retrieved from https://pure.tue.nl/ws/files/1948695/
Metis202565.pdf
Raines, C. (2002). Managing millennials. Connecting generations: The sourcebook for a
new workplace. Crisp Publications, 16.
Robertson, K. (2005). Active listening: More than just paying attention. Australian Family
Physician, 34(12), 1053-1055.
Robles, M. M. (2012). Executive perceptions of the top 10 soft skills needed in today’s
workplace. Business and Professional Communication Quarterly, 75(4), 453-465.

CG-9

HRM375

Course Guide

Schoorman, F. D. (1988). Escalation bias in performance appraisals: An unintended
consequence of supervisor participation in hiring decisions. Journal of Applied
Psychology, 73(1), 58-62.
Schulz, B. (2008). The importance of soft skills: Education beyond academic knowledge.
Namibia University of Science and Technology.
Taylor, P. J., & Small, B. (2002). Asking applicants what they would do versus what
they did do: A meta‐analytic comparison of situational and past behaviour
employment interview questions. Journal of Occupational and Organizational
Psychology, 75(3), 277-294.
https://doi.org/10.1348/096317902320369712
Ullah, M. M. (2010). A systematic approach of conducting employee selection interview.
International journal of business and management, 5(6), 106-112.
Waldherr, A., & Muck, P. M. (2011). Communications. In Towards an integrative approach
to communication styles: The interpersonal circumplex and the five-factor theory of
personality as frames of reference (Vol. 36, pp. 1-27). Walter de Gruyter GmbH & Co.
KG.
Weger Jr, H., Castle, G. R., & Emmett, M. C. (2010). Active listening in peer interviews:
The influence of message paraphrasing on perceptions of listening skill. The
International Journal of Listening, 24(1), 34-49.
https://doi.org/10.1080/10904010903466311
Wexley, K. N., Sanders, R. E., & Yukel, G. A. (1973). Training interviewers to eliminate
contrast effects in employment interviews. Journal of Applied Psychology, 57(3),
233-236.

Website(s):

BusinessDictionary. (n.d.). Theory Z. Retrieved from http://
www.businessdictionary.com/definition/theory-Z.html
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BuzzFeedVideo. (2017). Generations throughout history. Retrieved from https://
www.youtube.com/watch?v=IfYjGxI6AJ8
Cheng, W. (2011). Cognitive biases in selection decisions. Retrieved from https://
www.csc.gov.sg/ethos#notes
CliffsNotes. (n.d.). Psychology: Measurement and statistics: Memory storage: The serial
position curve. Retrieved from https://www.cliffsnotes.com/study-guides/
psychology/psychology/psychology-memory/memory-storage
DS Psychology Melbourne. (2017). 5 styles of communication [Web log post]. Retrieved
from https://dspsychology.com.au/5-styles-of-communication/
DeZube, D. (n.d.). The top ten interview questions to ask millennials. Retrieved from
https://hiring.monster.com/hr/hr-best-practices/recruiting-hiring-advice/
interviewing-candidates/how-to-interview-gen-y.aspx
Eleanor, S. (n.d.). Build your active listening skills with eeflective statements [Web log
post]Retrieved from http://foster-ed.org/build-your-active-listening-skills-withreflective-statements/
Miller & Rollnick. (2013). Core motivational interviewing skills: OARS. Retrieved from
https://ytp.uoregon.edu/content/core-motivational-interviewing-skills-oars
MindToolsVideos. (2017). Motivating people using theory X and theory Y. Retrieved
from https://www.youtube.com/watch?v=zjvWicDVv_Y
SkillsYouNeed. (n.d.). Active listening. Retrieved from https://
www.skillsyouneed.com/ips/active-listening.html
Snagajob. (2013). Job interviews (part 3): 5 nonverbal interview mistakes. Retrieved from
https://www.youtube.com/watch?v=IFuaqqafANM
TEDx Talks. (2013). Active listening: Katie Owens at TEDxYouth@Conejo. Retrieved
from https://www.youtube.com/watch?v=WER63AY8zB8
Tanya. (2013). The ultimate list of millennial characteristics [Web log post]. Retrieved
from https://luckyattitude.co.uk/millennial-characteristics/
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TheStaffingCircle. (2017). Recruitment software & applicant tracking systems 2017 | HR
recruiting. Retrieved from https://www.youtube.com/watch?v=aM92e4tg0y4
Tripartite Alliance for Fair and Progressive Employment Practices (TAFEP). (n.d.).
Interview evaluation form. Retrieved from https://www.tafep.sg/interviewevaluation-form
Turn Key Doc. (2014). How to conduct an interview | Effective interview questions.
Retrieved from https://www.youtube.com/watch?v=M0zyf05GlIg
Van Rooy, D. (2015). 12 interview questions you should always ask millennials.
Retrieved from https://www.inc.com/david-van-rooy/9-interview-questionsyou-should-always-ask-millennials.html
Wayne State University. (n.d.). Behavioral interview techniques: The STAR approach.
Retrieved from https://careerservices.wayne.edu/behavioralinterviewinfo.pdf
YouTube. (2014). YouTube. Retrieved from https://www.youtube.com/
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5. Assessment Overview
The overall assessment weighting for this course differs for the daytime and evening
classes.
For the daytime class, the assessment weighting is as follows:
Assessment

Description

Weight Allocation

Assignment 1

Pre-Course Online Quizzes

5%

Assignment 2

Tutor-Marked Assignment

20%

Assignment 3

Group-Based Assignment

25%

Examination

End of Course Assessment

50%

TOTAL

100%

For the evening class, the assessment weighting is as follows:
Assessment

Description

Weight Allocation

Assignment 1

Pre-Class Quiz 1

2%

Assignment 2

Pre-Class Quiz 2

3%

Assignment 3

Group-Based Assignment

45%

Examination

End of Course Assignment

50%

TOTAL

100%
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The following section provides important information regarding Assessments.

Continuous Assessment:
Daytime Programme
There will be continuous assessment in the form of pre-course quizzes (PCOQs), one
tutor-marked assignments and one group-based assignment. In total, this continuous
assessment will constitute 50 percent of overall student assessment for this course. The
two assignments are compulsory and are non-substitutable. These assignments will test
conceptual understanding of both the fundamental and more advanced concepts and
applications that underlie performance management. It is imperative that you read
through your Assignment questions and submission instructions before embarking on
your Assignment.
Evening Programme
There will be continuous assessment in the form of pre-class quizzes (PCQs) and one
group-based assignment. In total, this continuous assessment will constitute 50 percent of
overall student assessment for this course. The two assignments are compulsory and are
non-substitutable.

End of Course Assessment
The end of course assessment (ECA) will constitute another 50% of the final grade in this
course. The ECA is designed to stimulate critical thinking and analysis in students.

Passing Mark:
To successfully pass the course, you must obtain a minimum passing mark of 40 percent
for the overall continuous assessment. That is, students must obtain at least a mark of 40
percent for the combined assessments and also at least a mark of 40 percent for the final
exam. For detailed information on the Course grading policy, please refer to The Student
Handbook (‘Award of Grades’ section under Assessment and Examination Regulations).
The Student Handbook is available from the Student Portal.
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Non-graded Learning Activities:
Activities for the purpose of self-learning are present in each study unit. These learning
activities are meant to enable you to assess your understanding and achievement of the
learning outcomes. The type of activities can be in the form of Formative Assessment,
Quiz, Review Questions, Application-Based Questions or similar. You are expected to
complete the suggested activities either independently and/or in groups.
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6. Course Schedule
To help monitor your study progress, you should pay special attention to your
Course Schedule. It contains study unit related activities including Assignments, Selfassessments, and Examinations. Please refer to the Course Timetable in the Student Portal
for the updated Course Schedule.
Note: You should always make it a point to check the Student Portal for any
announcements and latest updates.
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7. Learning Mode
The learning process for this course is structured along the following lines of learning:
a.

Self-study guided by the study guide units. Independent study will require at
least 3 hours per week.

b.

Working on assignments, either individually or in groups.

c.

Classroom Seminar sessions (3 hours each session, 6 sessions in total).

iStudyGuide
You may be viewing the iStudyGuide version, which is the mobile version of the
Study Guide. The iStudyGuide is developed to enhance your learning experience with
interactive learning activities and engaging multimedia. Depending on the reader you are
using to view the iStudyGuide, you will be able to personalise your learning with digital
bookmarks, note-taking and highlight sections of the guide.

Interaction with Instructor and Fellow Students
Although flexible learning – learning at your own pace, space and time – is a hallmark
at SUSS, you are encouraged to engage your instructor and fellow students in online
discussion forums. Sharing of ideas through meaningful debates will help broaden your
learning and crystallise your thinking.

Academic Integrity
As a student of SUSS, it is expected that you adhere to the academic standards stipulated
in The Student Handbook, which contains important information regarding academic
policies, academic integrity and course administration. It is necessary that you read and
understand the information stipulated in the Student Handbook, prior to embarking on
the course.
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Learning Outcomes
By the end of this unit, you should be able to:
1.

Explain the various stages in the interviewing process

2.

Differentiate between face-to-face interviews, remote, lunch, panel and group
interviews

3.

Distinguish structured from unstructured interviews

4.

Differentiate between the different interview styles

5.

Select the most appropriate interview type, structure, and style that best fit the
job position requirements
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Overview

T

his study unit would illustrate the fundamentals of interviews. You would be
exposed to the six interviewing stages from thematising to announcing the

decision. Following which, this study unit would also introduce the various interview
types, structures and styles. It would also cover the various advantages and disadvantages
of each interview type, structure, and style.
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Chapter 1: What is Interviewing?
1.1 Definition
Interviewing is a selection procedure often used to determine if the person is suitable
for a certain position or to collect data for research purposes (Bryman, 2001; Camp et al.,
2004). There are a few types of interviews like corporate, research, and leadership role
interviewing. However, this module would only focus on corporate interview.
Corporate Interviewing
Corporate Interviews could be viewed as a tool for the following three purposes:
1.

Gathering information from the candidate
It is a selection procedure designed to screen potential employees on their
suitability for the job positions. The aim of the interview would be being able
to predict future job performance based on the potential employee’s verbal
responses to the interview questions. An interview with effective interviewing
skills would be an asset to the organisation because such interview would be
able to sieve out the most suitable person for the particular job position.

2.

Providing information to the candidate
Interview is also an opportunity for the hiring managers to share some
information. Relevant information would include company’s culture and values,
job specifications, and conditions of employment. This information would give
an idea to the candidate on what to expect in the job and also to eliminate any
false expectations about the job that could increase the chance of early turnover.
As such, the candidate would be able to make a more informed decision.
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3.

Checking personal chemistry
The interview would also serve as a platform for both parties to get an idea on
each other’s personal style, interpersonal skills and approach to work to assess
the suitability of the candidate.

Reflect
Think of any interviews you have been to in the past (e.g. CCA leadership role
interview, part-time job interview, award nomination interview, etc.). How was the
experience? Were there any particular skills that the interviewer displayed which left
a deep impression on you?

1.2 Interviewing Process
A complete interviewing process comprises six different stages which are illustrated in
the figure below and further elaborated in the following paragraphs (Arvey & Campion,
1982; Morgan, 1998).

Figure 1.1 Interviewing Process

1.2.1 Stage 1: Thematising
At this first stage, it is important to fully understand the purpose of the interview.
Therefore, start by questioning yourself what the function of the interview is. For example,
it could be for programme planning, recruitment, internal shifting, etc. This is because
only by being clear on the function of the interview will one be capable of identifying the
key information required.
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1.2.2 Stage 2: Designing
After determining what the key information is required, it is important to design an
interview guide to elicit that key information. An interview guide would typically include
key topics and necessary questions that would ensure that the interviewer would stay
focused on the key topics to be explored. In addition, an interview guide would increase
the internal consistency across different applicants.

Figure 1.2 Interview Guide

Reflect
For the interview guide, what additional information do you think should be added
to allow the interview guide to be more comprehensive?
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1.2.3 Stage 3: Interviewing
At the start of the interview, it is important to introduce your name along with the names of
the panel and briefly elaborate on the different designations and job scopes. Subsequently,
thank the candidate for coming to the interview and explain the purpose of the interview.
This introduction would serve to reflect your respect towards the candidate and also to
allow the candidate to calm his/her nerves and be at ease. In the event you plan to audio
record the session, it is of paramount importance to inform the candidate and obtain the
candidate’s permission (Leech, 2002).
Your main responsibility as an interviewer is to demonstrate active listening and direct
the candidate through the interview until all the key topics on the interview guide are
explored (Amos, 2004).

1.2.4 Stage 4: Analysing
This stage involves going through the candidate’s answers and organise the candidate’s
answers according to any theme identified or the topics in your interview guide. This
stage would typically be done after the candidate has left the room and before the next
candidate enters.

Reflect
For this analysing stage, what could be some of the ways to overcome a conflict that
arises due to differing opinions about the candidate?
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1.2.5 Stage 5: Verifying
Verifying involves checking the reliability and credibility of the information given by the
candidate. It could be by using collaborative information. For example, checking with the
school to verify the graduation year and title of the candidate and also ringing up the
referee to further verify the information given. In addition, ringing up the referee would
also enable the interviewer to have a sense of the candidate’s personality outside of an
interview session.

1.2.6 Stage 6: Announcing the Decision
Finally, after much consideration, it is important to keep to the timeline given to the
candidate on when the results of the interview would be announced. This would reflect
on how the company functions in terms of efficiency and delays. In addition, it is also
to prevent potential suitable candidates from being poached by other companies due to
the delay in announcing the results of the interview. For unsuccessful candidates, it is
important to thank them and convey the company’s well wishes in the email to them.
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Chapter 2: Interviewing Types
Interview types refer to the different kinds of interviews that the company could choose
to conduct according to the job specifications. Some of the main types of interview are:
Individual face-to-face, remote, lunch, panel, and group interview (Opdenakker, 2006;
Ullah, 2010). All these types of interview would be further elaborated in this chapter
through exploring the various advantages and disadvantages of the different interview
types along with when would be the most ideal situation that calls for a particular
interview type.

2.1 Individual Face-to-Face Interview
2.1.1 Advantages
Face-to-face interview provides the interviewer a lot more additional information in
addition to verbal answer of the candidate. This is due to the presence of social cues
like voice, intonation, body language and facial expression which could provide a deeper
understanding of the verbal answer (Gillham, 2005). For example, when the person is
avoiding eye contact or fidgeting a lot when asked to elaborate on something, it might
mean that the person is not willing to share about the topic or the person has something
to hide.
In addition, face-to-face interview enhances the effect of synchronous communication
such that the candidate needs to respond more spontaneously without an extended
reflection. As such, it would reduce the chances of the person trying to spin up a fake story
or fact (Morgan, 1998).
Lastly, face-to-face interview makes it easy to terminate as compared to other interview
methods. For example, arranging the papers into a neat pile and closing their pens are all
indications that the interview is coming to an end.
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2.1.2 Disadvantages
Despite the advantages, face-to-face interview is not without any disadvantages. This kind
of interview is rather time-consuming and incurs higher cost especially when there is a
long list of candidates to be interviewed.

2.1.3 Ideal Situations to Conduct Individual Face-to-Face Interview
Face-to-face interview would be most ideal:
• When the list of candidates is not too long and the interviewer has enough time
and budget
• When the interviewer is comfortable and familiar with the interviewing process
• When the interviewer has already done an initial selection round, via telephone or
video
• When the social cues of the candidate are very essential information to the decision
making

2.2 Remote Interview
Remote interview refers to the use of transmission equipment to allow the interview
to take places in real time between interviewer and candidate who are geographically
separated (Camp et al., 2004; Opdenakker, 2006). There are two main types of remote
interview, namely, video conferencing and telephone/audio only interview.
As remote interview involves numerous technical and logistical equipment, it is important
to ensure proper preparation is done before the actual interview. Firstly, conduct technical
checks and establish communication and transmission links between the two locations.
Secondly, prepare the candidates for it.
Preparing the candidates is especially important for video conferencing interview as the
process might be relatively unfamiliar to the candidate. It would be undesirable if the
candidate underperformed due to the unfamiliarity with the style of interview and is
unable to fully display his or her skills/strengths. If possible, it would be ideal to arrange
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for a short preparatory conversation between the interviewer and the guest before the
actual interview. This ensures that they are both agreeable to each other’s sound level
and would also put the candidate at ease before the actual interview. During the short
preparatory conversation, some advice like the following could be given:
“The interview will be similar to face-to-face individual interview”
“Just look straight at the camera. You can imagine the camera lens as a small window
through which the interviewer and you can see each other directly”
Such advice could serve to inform the candidates on what to expect and also to prevent
them from looking around aimlessly as they talk. In addition, for telephone interview, it
would be beneficial to remind the candidates to use a landline instead of a cell phone for
better signal.
The overall duration would generally be around 30mins for telephone/audio only
interview and around 45mins to an hour for video conferencing interview.

2.2.1 Telephone Interview
Advantages
Telephone interviews are highly valuable under time and resources constraints because
they require minimal resources and they minimise the time required. Some companies
would conduct telephone interview as the first screening stage to sieve out those weaker
candidates before deciding which candidate should be eligible for a face-to-face interview
(Arvey & Campion, 1982; Leech, 2002). A CV/Resume only recounts some portion of
the story; hence, it would be beneficial to have an interview over the phone to get more
detailed insights into their personality based on their intonation and answers.
Disadvantages
Telephone interview might run the risk of having the call interrupted due to poor signals
or background noises. In addition, it would be difficult to build as much rapport via
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a telephone call and thus, the candidate might be less transparent when answering
questions.
Additionally, the social cues would be lost via a telephone interview.

2.2.2 Video Conferencing Interview
Advantages
Video conferencing interview adds a certain level of significance and professionalism to
the call (Ullah, 2010). In addition, it will eliminate any multi-task or distraction for either
party as they would be required to look at each other.
Additionally, video conferencing interview permits candidates who are geographically
far away to be still capable of being interviewed without having to sacrifice the use of
social cues as part of the decision making process.
Disadvantages
Similarly, as video conferencing interview relies on signal and technology, it might also
be interrupted due to poor signal or background noises.
Additionally, there might be a certain level of uncomfortableness especially if the
interviewer or the candidate is not comfortable speaking to the camera which might
compromise on their performance level.

2.2.3 Ideal Situations to Conduct Remote Interview
Remote interview would be most ideal:
• When the list of candidates is not too long
• When the job requires great telephone or video conferencing communication
• When the candidates are located geographically far away
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2.3 Lunch Interview
Lunch interviews are generally conducted to explore the social personality of the
candidate. Lunch interview is not a usual type of interview and would usually be used to
interview potential candidate for top management (Camp et al., 2004; Morgan, 1998).

2.3.1 Advantages
At a lunch interview, the interviewer can afford to be more relaxed and take more time
to engage in small talk that is not necessarily related to the job. These small talks are
beneficial because it could tell an interviewer immeasurably more than a resume can
(Arvey & Campion, 1982). For example, talking about the candidate’s hobbies (e.g. playing
basketball) can inform the interviewer on what kind of person is the candidate (e.g. sporty,
energetic, etc.).
Additionally, as lunch interview takes place out of the formal space of an office,
there would be more non-verbal cues that could speak volumes about the candidate’s
personality and what kind of employee would the candidate be. For example, is he/she
generous and thankful with the staff or is he/she unkind over a small mistake with his/her
order? Does he/she select a glass of wine or does he/she select non-alcoholic beverages?
All of these small actions and information could inevitably have some relevance to the
recruitment decision.

2.3.2 Disadvantages
Lunch interview is exceptionally inefficient if you have an overly nervous candidate. This
is because he/she might be too overly concerned on what to order and how he/she should
act such that you might not get an honest preview of the candidate’s true worth as an
employee.
In addition, lunch interview takes place in an unstructured environment in which the
interviewer has little control over the environment. For example, there might be an angry
patron beside your table, food being prepared poorly, staff being exceptionally friendly
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and would linger around after serving the food, etc. All these variables might potentially
hinder the interview process or make it rather awkward.

2.3.3 Ideal Situations to Conduct Lunch Interview
Lunch interview would be most ideal when:
• The company is too busy to set aside time for a formal interview in the office;
• The job position requires strong interpersonal skills and social skills (e.g. a job that
requires entertaining clients over meals or drinks).

2.4 Panel Interview
Panel interviews are similar to individual face-to-face interviews, but with more than one
interviewer in the room (Gillham, 2005). In general, the average number of interviewers
in a panel interview will be three or four. A panel interview would generally last around
45 minutes before you could cover all the key topics.

2.4.1 Advantages
Panel interview has the advantage of reducing personal biases that might unknowingly
affect the assessment process and decision making. This is based on the nature of panel
interview where each interviewer would notice different strengths, weaknesses, and
characteristics and together make a fairer decision (Leech, 2002; Opdenakker, 2006).
Also, panel interview would allow more time for writing notes while other interviewers
ask questions. It has been found that writing of notes could eliminate memory errors and
thus, would enhance the accuracy of the information gathered from the candidate (Ullah,
2010).
Panel interview would also be beneficial for weak interviewers as there would be
additional support from other interviewers.
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2.4.2 Disadvantages
As panel interview involves more than one interviewer, the dynamics between the
interviewers might affect the interviewing process. For example, some interviewers might
strive for dominance and interrupt each other.
In addition, when it comes to the decision making stage, it would be more effortful
as interviewers are required to be open and accept each other views. As such, panel
interviewing might run the risk of disagreement and conflict.

2.4.3 Ideal Situations to Conduct Panel Interview
Panel interview would be most ideal when:
• In the situation whereby more than one party are required to meet the candidate
before the final decision is made;
• The main interviewer is lacking in experience and would require additional
support.

2.5 Group Interview
Group interview refers to a type of interview in which multiple candidates are interviewed
simultaneously by one interviewer. It should typically last for about an hour or more
depending on the group task involved in the interview. A group interview could be
conducted in a style in which a question would be asked to the whole group, allowing
candidates to be proactive and compete for a chance to speak and impress (Camp et al.,
2004; Opdenakker, 2006).

2.5.1 Advantages
Group interview enable you to assess the interpersonal and teamwork skills of the
candidates which are exceptionally beneficial for a job position that requires excellent
teamwork (Arvey & Campion, 1982).
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Additionally, group interview would be less time consuming as it allows reviewing
multiple candidates at once

2.5.2 Disadvantages
On the other hand, group interview has its own disadvantages as well. Group interview
can be relatively tedious to be conducted as it will be one interviewer to multiple
candidates.
Additionally, the group dynamics might impede the interview process. For example,
dominant personalities might tend to dominate majority of the interview time such that
others are unable to display their skills and knowledge (Camp et al., 2004).
Also, the nature of group interview would no doubt place unnecessary pressure on some
candidates who could perform much better individually as they are less out-spoken. This
might compromise the impression of the individual towards the company who might
misunderstand that the company has a competitive culture (Gillham, 2005).

2.5.3 Ideal Situations to Conduct Group Interview
Group interview would be most ideal:
• When teamwork is important to the job role;
• When the interviewer wants to evaluate and assess how candidates handle and deal
with stressful and highly competitive situation;
• When the interviewer has a lot of potential candidates and would like to eliminate
the weaker candidates with the least amount of time.
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Activity 1
1.

If an interviewer would like to interview a candidate for a position that
requires the multiple decision across different branches and the candidate
is located geographically far away, what kind of interview type would you
recommend to the interviewer?

2.

If an interviewer has time constraint but there is a long list of potential
candidates and, in addition, the job position values strong teamwork, what
kind of interview type would you recommend to the interviewer?

Reflect
So which interview type do you like the best? Do you think that one’s personality
would influence one’s preferred choice of interview type? If so, what kind of
personality do you think would prefer what kind of interview type?
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Chapter 3: Interview Structure
Interview structure refers to the overall format of the interviewing. There are two main
interview structures which are structured and unstructured interview (Arvey & Campion,
1982; Cascio, n.d.). Both interview structures would be further elaborated in this chapter
through exploring the various advantages and disadvantages of the interview structures
along with when would be the most ideal situation that calls for a particular interview
structure.

3.1 Structured Interview
Structured interview is an interviewing structure in which all the questions were prepared
prior to the interview. Structured interviews tend to adopt a fixed and standardised format
such that the questions are asked in a specific manner across different candidates (Amos,
2004; Gillham, 2005; Leech, 2002). It can include both open- and closed-ended questions.

3.1.1 Advantages
The standardisation of a structured interview makes the analysing process easier. This is
based on the fact that all candidates would be asked the same kind of questions such that
their answers could be compared easily (Morgan, 1998; Opdenakker, 2006).
In addition, as the interview questions are prepared beforehand based on the key topics,
the focus of the interview could be controlled easily with less distractions. Also, this helps
to reduce any personal bias during the interview by focusing on the strict job-relevant
criteria.

3.1.2 Disadvantages
On the other hand, the standardisation of a structure interview though effective in keeping
the interview focused on the key topics, it would no doubt compromise on rapport
building (Ullah, 2010). This is because by following a structure and standardising the
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interview process, it would inevitably reduce the human element, leaving little room for
proper relationship building. Hence, this style of interview is exceptionally not beneficial
for a job position that requires one to have a good idea on the candidate’s interpersonal
skills during the interview.
Additionally, there might be an internal disconnection. This is usually a result of the
questions preparation process. The questions are generally prepared by the human
resource staff but asked by the managers or the senior committees during the interview. In
other words, the managers might not feel comfortable and in agreement with the questions
prepared. As a result, the interview might have an impersonal feel which could affect
the performance of the candidate in being open and genuine (Arvey & Campion, 1982;
Gillham, 2005).

3.1.3 Ideal Situations to Use Structured Interview Style
Structured interview style would be most ideal:
• When the questions are derived based on job analysis;
• When the interview answers are required to be reviewed by the senior management
before the decision could be made. This is because the standardisation would allow
the senior management to look through the answer with ease even without being
involved in the interview.

3.2 Unstructured Interview
Unstructured interview is an interviewing structure in which hardly any specific set of
questions would be prepared beforehand. There is some sort of flexibility which allows the
interviewer to change the questions depending on the responses of the candidate (Leech,
2002; Opdenakker, 2006). Therefore, unstructured interview allows the interviewer to go
more in-depth based on what intrigues the interviewer and what is relevant to determine
how well the candidate fits in the company’s culture (Ullah, 2010).
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This type of interview structure would be more conversational in nature and would cover
a wider spectrum of topic.

3.2.1 Advantages
Unstructured interviewing would allow the interviewer to understand the candidate
better as the interview questions would be based on the candidate’s responses. For
example, in an interview, the candidate was asked to demonstrate on how he/she would
market a mobile phone. The candidate then proceeds to explain the various techniques
that he/she would use and it might be something that the interviewer does not know.
Hence, the question that follows would be based on the candidate’s answer so that the
interviewer could further understand the technique proposed by the candidate. Therefore,
unstructured interviewing would allow the interviewer to understand the candidate
better by exploring based on the candidate’s perspective.
In addition, the flexible and informal format of an unstructured interview would enable
the candidate to feel more at ease. As such, it would encourage real knowledge rather than
bookish explanation or socially “right” answers (Leech, 2002).

3.2.2 Disadvantages
Given the flexibility and informal nature of unstructured interview, the focus and direction
might be lost during the interview process. Additionally, the interviewer might face the
challenge of not knowing how much information is sufficient to cover the key topics
required and when to stop. All these might contribute to an increase in the time taken per
interview.
Moreover, unstructured interview depends a great deal on the interviewer’s discretion
when it comes to the type of questions to be asked in the interview (Opdenakker, 2006).
Therefore, it would be inevitable for personal biases to creep in during the interviewing
process. This would no doubt compromise the accuracy and reliability of the results.
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In addition, unstructured interview might be less suitable for certain candidates who
might become too informal and neglect the fact that he/she is in an interview (Amos,
2004). This might lead to getting into informal arguments or talking about irrelevant
topics.

3.2.3 Ideal Situations to Use Unstructured Interview Style
Unstructured interview style would be most ideal:
• When the job position requires the candidate to have good interpersonal skills;
• When the interviewer wants to demonstrate the openness of the company’s culture;
• When the job position is for higher management as unstructured interview style
would allow the interviewer to be able to know the candidate beyond the standard
questions.

Activity 2
Consider the differences between structured interview and unstructured interview.
Compare and contrast the two types of interview structure in a table.
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Chapter 4: Interview Style
Interview style refers to the types of questions that could be asked during an interview.
Recently, interviewing style has moved from the traditional direct questioning and answer
to the use of situational/case-based and behavioural questioning style to get a more
comprehensive picture of the candidate so that a more informed and accurate recruitment
decision could be made (Bryman, 2001; Opdenakker, 2006). Both interview styles would
be further elaborated in this chapter through exploring the various advantages and
disadvantages of the interview style along with when would be the most ideal situation
that calls for a particular interview style.

4.1 Case-based/Situational Interview
A case-based or situational interview is an interview style in which the candidates would
be given a series of scenarios that they may face in the job position (Arvey & Campion,
1982; Morgan, 1998). The purpose of situational questions is to assess how the candidate
would respond when presented with a potential situation that would arise in the job.
Subsequently, based on the answer received, the interviewers would be able to get an idea
on how the candidate would fare and whether he/she is capable of making responsible
and wise decision when presented with a problem.
Example of a situational question for a sales position:
“Tell me how you would handle if you are presented with an irritated customer who wasn’t happy
with the product and insisted for a refund”.

4.1.1 Advantages
Situational interview style allows interviewer to uncover analytical and problem solving
skills which would not be revealed through the use of basic questions (Ullah, 2010).
In addition, it is simple for candidates to figure out the potential questions that may be
asked amid an interview. Therefore, the candidate might be able to prepare beforehand
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for the “right answers” to impress the interviewer despite the fact that he/she does
not actually have the necessary aptitude in adapting to an unforeseen issue. However,
situational interview style would test the candidates on the spot on how capable they are
at handling a problem that they didn’t prepare for.

4.1.2 Disadvantages
Situational interview might result in a false negative result in which the candidate
performed poorly not due to the lack of essential analytical problem solving skills but
rather the lack of adequate skills to imagine a hypothetical situation (Gillham, 2005).

4.1.3 Ideal Situations to Use Situational Interview Style
Situational interview style would be most ideal:
• When the job role involves dealing with multiple unforeseen circumstances (e.g.
crisis management, sales, etc.);
• When the requirements of the job involve more hands-on skills that could not be
determined using basic questions or from CV/Resume (e.g. counselling, business
consultancy, etc.).

4.2 Behavioural Interview
Behavioural interview is an interviewing style that focuses on questions designed
specially to inquire about past behaviours in a particular circumstance (Ullah, 2010). The
purpose of behavioural interview is to tap on the past behaviour to predict future job
performance. This was based on the research findings that past behaviour is one of the
best predictors of future performance.
Most people would tend to confuse behavioural interview with situational interview.
Although both of them are similar in interviewing style, overall they tend to reveal
different information. In behavioural interview, candidates are asked to illustrate any past
experience on how they have handled certain situations. Therefore, unlike situational

SU1-23

HRM375

Fundamentals of Interviewing

interview where hypothetical situation scenarios are used, behavioural interview taps on
real past experiences of the person (Arvey & Campion, 1982; Opdenakker, 2006).
For example, if the job position requires teamwork, “tell me a time when you had trouble
with a co-worker’s working style and what did you do in order to successfully complete
a project” or “can you share with us a time when you demonstrated your ability to work
as an effective team member?”.

4.2.1 Advantages
Generally, interviewing is relatively stressful for most people. However, the storytelling
component embedded within behavioural interviewing style would make the candidate
feel more at ease and be more open about his/her personal information (Amos, 2004). This
is based on the fact that every human has the ability to be able to convey a story easily
regardless if he/she is naturally shy or introverted. It is always more comfortable to tell a
story about his/her experience rather than responding to a firing squad of questions.

4.2.2 Disadvantages
Behavioural interviewing style involves quite a number of open-ended questions which
could result in candidates rambling on or focusing on details that are irrelevant to the
key topics of your interview (Leech, 2002). This is especially prominent in behavioural
interviewing style when candidates are asked to talk about a story regarding their past
experiences. Hence, an interviewer needs to be able to re-focus and direct the discussion
back to the key topics.
Interviewers who adopt behavioural interviewing style need to be exceptionally mindful
on how the question is asked. Even though the purpose of this style is to understand and
predict the person’s future job performance, it is important that the interviewer does not
ask leading questions (Leech, 2002; Morgan, 1998; Ullah, 2010). For example, making a
statement like, “Being flexible is a very important attribute of this job position” before
asking a question about a candidate’s ways of handling a tough situation is a little too
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leading. Interviewers need to be aware of this and craft questions without leading with
any qualifying information prior.

4.2.3 Ideal Situations to Use Behavioural Interview Style
Behavioural interview style would be most ideal:
• When the requirements of the job involve more hands-on skills that could not be
determined using basic questions or from CV/Resume (e.g. counselling, business
consultancy, etc.);
• When the candidate is not forthcoming with his/her strengths and weaknesses.

Reflect
From the perspective of an interviewee, which interview style would you be more
comfortable with? What kind of challenges do you think you will face for each type
of interview style?

Watch
How to Conduct an Interview | Effective Interview Questions
https://www.youtube.com/watch?v=M0zyf05GlIg

Lesson Recording
Fundamentals of Interviewing
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Summary
1.

An interview is a selection procedure done to determine a person’s suitability
for a position or to collect data for research processes.

2.

Corporate interview serves the following purposes:
• Gathering information from the candidate
• Providing information to the candidate
• Checking personal chemistry

3.

The interviewing process consists of six stages:
• Stage 1: Thematising – Understand the purpose of the interview
• Stage 2: Designing – Design an interview guide to elicit key or necessary
information from a candidate
• Stage 3: Interviewing – Demonstrate active listening and direct the
interview to obtain necessary information
• Stage 4: Analysing – Reviewing and organising a candidate’s responses
according to themes
• Stage 5: Verifying – Check reliability and credibility of the candidate
• Stage 6: Announcing the decision – Informing the candidate of the decision

4.

Interviewing types include:
• Individual face-to-face
• Remote
• Lunch
• Panel
• Group

5.

Interviewing format includes:
• Structured – adopts a fixed format where questions are prepared
beforehand
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• Unstructured – adopts a more flexible format where hardly any questions
are prepared beforehand and questions are amended according to the
candidate’s responses
6.

Interviewing style includes
• Case-based/situational
• Behavioural interviewing style
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Formative Assessment
1.

This interview format makes use of questions prepared prior to the interview.
Interviewers ask the same questions to a series of applicants without changing much
of the flow and content of the questions.
a. Structured interview
b. Test interview
c. Question and answer interview
d. Unstructured interview

2.

What interview style focuses on a candidate’s previous experiences?
a. Situational
b. Case based
c. Behavioural
d. Past performance review

3.

This stage in the interview process involves the use of active listening skills to gather
key information about a candidate.
a. Analysing
b. Interviewing
c. Verifying
d. Thematising

4.

This type of interview is similar to a face-to-face interview except that there are several
figures interviewing one person. That is, there are more than one person interviewing
one candidate.
a. Panel
b. Video Conferencing
c. Group Interview
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d. Conference Interview
5.

This interview style would ask a candidate hypothetical questions pertaining to the
roles and responsibilities of the job they are applying for. For example, a candidate
applying to be a teacher may be asked “what would you do if a pupil started crying in
class?”.
a. Case based/ situational
b. Hypothetical inquiry
c. Scenario based inquiry
d. Behavioural

6.

Corporate Interviewing serves the following purposes except:
a. Gathering information from the candidate
b. Checking personal chemistry
c. To complement quantitative data
d. Providing information to the candidate

7.

This stage in the interview process determines what key information is required and
identifies what best strategy to obtain it.
a. Verifying
b. Designing
c. Thematising
d. Analysing
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Solutions or Suggested Answers
SU1-Chapter 2 Activity 1
1.

To address the requirement of obtaining the decision from several different
branches, a panel interview would be advisable so that representatives from
each department are given the opportunity to meet and interview the candidate.
For the candidate that is geographically far away, remote interviews are best
suited for this kind of situation.

2.

To address the issue of having a time constraint, interviews may be done by
group or reviewing multiple candidates simultaneously. Although telephone
interviews are considered to be the quickest, and would work well in conditions
that impose time constraints, it is not the most appropriate interview type for this
situation. It is mentioned that the job position values strong teamwork. Group
interviews allow for the opportunity for interviewers to assess interpersonal and
teamwork skills of candidates.

SU1-Chapter 3 Activity 2
Structured

Unstructured

Standardised or fixed because

Unstandardised due to the

questions are uniformed or

fact that questions vary from

consistent across all candidates

one candidate to another

Questions are prepared

Questions are generated as the

beforehand based on key topics

interview progresses and depends
on a candidate’s responses
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Structured

Unstructured

Reduced personal bias by focusing

There is a greater deal of flexibility

on strict job-relevant criteria

and direction might be lost
during the interview process

Includes both open- and

Mostly comprised of open-

closed-ended questions

ended questions which allows
the interviewer to better
understand the candidate

Compromised rapport building;

Better rapport is established;

limited social interaction

involves social interaction

Requires less interviewer skill

Requires greater effort and skill
on the part of the interviewer;
questions depend on the
interviewer’s discretion

Usually elicits socially

Encourages real knowledge

“right” responses

Formative Assessment
1.

This interview format makes use of questions prepared prior to the interview.
Interviewers ask the same questions to a series of applicants without changing much
of the flow and content of the questions.
a.

Structured interview
Correct. Structured interviews have questions prepared beforehand based
on key topics. (Refer to SU1, 3.1.).

b.

Test interview
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Incorrect. Tests are not part of interviews, but some recruitment processes
may require some form of testing to further examine a candidate’s
knowledge.
c.

Question and answer interview
Incorrect. Interviews are in essence an exchange of questions and answers by
an interviewer and interviewee respectively. It is not a form of interview.

d.

Unstructured interview
Incorrect. As the opposite of structured interviews, unstructured interviews
do not follow a specific format and questions are created as the interview
progresses. (Refer to SU1, 3.2).

2.

What interview style focuses on a candidate’s previous experiences?
a.

Situational
Incorrect. Situational interview questions asks hypothetical questions of
possible scenarios that may occur in the future given a particular job position.
These forms of questions are asked to test the knowledge of a candidate in
the field they are applying for. (Refer to SU1, 4.1).

b.

Case based
Incorrect. Case based are similar to situational interviews. Refer to Study Unit
1. (Refer to SU1, 4.1).

c.

Behavioural
Correct. Behavioural interviews ask a candidate questions about his/
her past experiences. These questions are designed to inquire about
behaviours in particular circumstances that have occurred in the past.
(Refer to SU1, 4.1).

d.

Past performance review
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Incorrect. Past performance reviews are done to assess an employee’s
performance at work, usually done to evaluate for the purpose of a possible
promotion or career development.
3.

This stage in the interview process involves the use of active listening skills to gather
key information about a candidate.
a.

Analysing
Incorrect. At this stage, an interviewer reviews and sorts out a candidate’s
responses according to themes. (Refer to SU1, 1.2.4).

b.

Interviewing
Correct. This is the stage of the interview process where an interviewer
seeks to gather key information from a candidate. A series of open- and/or
closed-ended questions are deployed by an interviewer in order to assess
the knowledge, experience and skills a particular candidate has for the job
position. (Refer to SU1, 1.2.3)

c.

Verifying
Incorrect. After analysing, this stage checks for the reliability and credibility
of a candidate by checking with the candidate’s school or previous
employers. (Refer to SU1, 1.2.5).

d.

Thematising
Incorrect. Thematising is the primary step in the interview process. This stage
aims to understand the purpose of the interview. (Refer to SU1, 1.2.1)

4.

This type of interview is similar to a face-to-face interview except that there are several
figures interviewing one person. That is, there are more than one person interviewing
one candidate.
a.

Panel
Correct. A panel interview has more than one interviewer in the room.
Interviewers in panel interviews are often representatives from different
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departments. Their presence in the interview is often necessary for
instances that require their approval of particular candidates into the
company. (Refer to SU1, 2.4).
b.

Video Conferencing
Incorrect. This is a form of a remote interview done over the web. More than
simply a call, it involves the use of cameras in order to simulate a face-to-face
interview. (Refer to SU1, 2.2.2).

c.

Group Interview
Incorrect.

Group

interviews

have

several

candidates

not

several

interviewers. This is done to maximise time, especially in instances where
there are a lot of candidates. (Refer to SU1, 2.5).
d.

Conference Interview
Incorrect. There is no conference interview.

5.

This interview style would ask a candidate hypothetical questions pertaining to the
roles and responsibilities of the job they are applying for. For example, a candidate
applying to be a teacher may be asked “what would you do if a pupil started crying in
class?”.
a.

Case based/ situational
Correct. Situational interview questions ask hypothetical questions of
possible scenarios that may occur in the future given a particular job
position. This question in particular presents the candidate a possible
scenario in the classroom, and he/she is asked what he/she would do if he/
she were in that situation. These forms of questions are asked to test the
knowledge of a candidate in the field they are applying for. (Refer to SU1,
4.1).

b.

Hypothetical inquiry
Incorrect. There is no hypothetical inquiry.
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c.

Scenario based inquiry
Incorrect. There is no scenario based inquiry.

d.

Behavioural
Incorrect. Behavioural interviews ask a candidate questions about their past
experiences. These questions are designed to inquire about past behaviours
not situational questions about hypothetical scenarios. (Refer to SU1, 4.1)

6.

Corporate Interviewing serves the following purposes except:
a.

Gathering information from the candidate
Incorrect. This is one of the three purposes of corporate interviewing. (Refer
to SU1 1.1).

b.

Checking personal chemistry
Incorrect. This is one of the three purposes of corporate interviewing. (Refer
to SU1 1.1).

c.

To complement quantitative data
Correct. Interviews for research purposes (not corporate) seek to
complement quantitative data with qualitative data. Interviews often
provide more information and depth about a particular topic that
sometimes quantitative data alone cannot provide.

d.

Providing information to the candidate
Incorrect. This is one of the three purposes of corporate interviewing. (Refer
to SU1 1.1).

7.

This stage in the interview process determines what key information is required and
identifies what best strategy to obtain it.
a.

Verifying

SU1-35

HRM375

Fundamentals of Interviewing

Incorrect. After analysing, this stage checks for the reliability and credibility
of a candidate by checking with the candidate’s school or previous
employers. (Refer to SU1, 1.2.5).
b.

Designing
Correct. After determining the purpose of an interview during the
thematising stage, the next stage is to design the best strategy on how to go
about obtaining the necessary information in the interview process. (Refer
to SU1, 1.2.1.)

c.

Thematising
Incorrect. Thematising is the primary step in the interview process. This stage
aims to understand the purpose of the interview. (Refer to SU1, 1.2.1).

d.

Analysing
Incorrect. At this stage, an interviewer reviews and sorts out a candidate’s
responses according to themes. (Refer to SU1, 1.2.4)
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Learning Outcomes
By the end of this unit, you should be able to:
1.

Outline the different types of communication:
• verbal
• non-verbal
• written
• visualisation

2.

Describe the aggressive, assertive, manipulative, passive/aggressive and
submissive/passive styles of communication styles

3.

Discuss how effective communication skills can aid in interview

4.

Explain how perception affects communication

5.

Describe the three-stage process to screen resumes/CVs

6.

Identify the technology innovations that assist in the screening process
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Overview

T

his study unit would illustrate various effective communication types and styles,
perceptions and reliability checks. You would be introduced to the interactions

between communication and perception, and the role of each. Following which, this study
unit would then introduce various methods and technology that could be used to aid in
resume screening.
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Chapter 1: Effective Communication
This chapter would allow you to understand communication in a more in-depth way
by elaborating on the various communication types and styles and most importantly
illustrating the role of communication in interviewing process. In addition, this chapter
would also introduce various methods that an interviewer could demonstrate in order to
communicate effectively during an interview.

1.1 What is Communication?
Communication is a word that has its origins in the Latin word “COMMUNIS” which
means to share, to transmit, to impart, and to make common (Adair, 2003).
Communication is a process of imparting or exchanging information with others through
various mediums like speaking, writing or signalling. The information conveyed can
include instructions, attitudes, opinions, beliefs, ideas, and even emotions (Broadbent,
1958).
Effective communication involves common understanding of desires, opinions,
observation and ideas among people.

1.2 Communication Types
There are four main communication types, mainly:
Verbal: communication that involves the use of verbal or spoken words in speech.
This includes face-to-face communication, telephone calls, video conferencing,
radio broadcasts, television programs, etc.
Non-verbal: communication can also occur without the use of words, whether it is
spoken or written. People can still communicate with non-verbal cues through the
use of body language, gestures, facial expressions, manner of dressing, etc.
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Written: this is communication through any readable medium seen in books,
newspapers, letters, emails, social media, etc.
Visualisation: messages can be relayed without the use of words through the use of
any visual material in the form of symbolic forms like graphs, pie charts, bar charts,
pictures, etc.

Reflect
Consider what kind of information would be most suitable to be communicated
through verbal, non-verbal, written, and visualisation communication respectively.

1.3 Communication Styles
There are five main communication styles (Hargie, 1997; Waldherr & Muck, 2011), mainly:
Assertive style. Striking a balance between asserting oneself while respecting
others, this communication style is the most effective as it falls between being
too aggressive and too passive. Individuals who use this type of communication
style tend to value themselves, their own physical, emotional, and spiritual needs
while staying respectful and not compromising on others’ rights. These individuals
communicate while knowing their limits and not allowing people to control them
at the same time. Individuals adopting this style strive to achieve their goals
without hurting others. Being socially and emotionally expressive, they take full
responsibility for their own choices.
An example would be, “Please would you turn the volume down? I am really struggling
to concentrate on my studies.”
Aggressive style. This communication style is all about winning even at the expense
of others’ welfare. Individuals who use this type of communication style tend to
behave as though they have more to contribute than others and their needs and well-
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being are the most important. This kind of communication style would do minimal
on forming genuine relationships between the communicators as it would be too
intimidating. In addition, the content of the message might be lost in the process as
people might be too distracted with the way it is conveyed. As a result, this is an
ineffective communication style.
An example would be, “Turn the volume down! Do it my way! You are distracting me from my
studies!”
Manipulative style. This communication style is calculative, scheming, and
shrewd. Individuals who use this type of communication style tend to be skilled
at controlling and influencing others to benefit themselves. When using the
manipulative style, communicators often have an underlying message when they
speak in order to subtly get what they want. Individuals who often adopt this style
control others by pretending to cry or making others feel sorry for them in order to
manipulate others.
An example would be, “You are so lucky to have those biscuits, I wish I had some. I can’t
afford such expensive biscuits.”
Passive-aggressive style. This communication style appears to be passive on the
surface, but actually releasing resentment indirectly. Individuals who use this kind
of communication style tend to be powerless but resentful, and as such they would
avoid direct conflict by subtly undermining the object of their resentment. Most
often, these individuals would use sarcasm as one of their tools. Being indirectly
aggressive and sarcastic, individuals adopting this style often hold expressions
inconsistent with their internal feelings. They may appear pleasant and fine on the
outside, but may subtly snap back using passive-aggressive speech.
An example would be, “Why don’t you go ahead and do it; my ideas aren’t very good
anyway. You always know better in any case.”
Submissive/Passive style. This communication style is about avoiding conflict and
pleasing others by hiding own feelings from others. Individuals who use this kind
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of communication style tend to assume that other peoples’ needs are more essential
and they have more rights and more to contribute. As a result, such people would
refrain from communicating their idea and suffer the disadvantage of not being able
to stand up for themselves.
An example would be, “Oh, it’s nothing, really. You choose; anything is fine.”

Reflect
So think about what kind of communication style do you find it relatable?
Under what circumstances did you use this kind of communication style?
Did it serve its purpose?

Activity 1
Find a partner and choose a communication style to adopt. Then converse with
your partner in that communication style. Ask your partner to guess the kind of
communication style you are using and how he/she felt about it.

1.4 Communication Skills during an Interview
Both verbal and non-verbal type of communications were found to have influence on
the ratings of the interviewers. In addition, proper use of communication was found to
influence the candidate’s perception of the credibility and liking of the interviewer (Brown
& Gyles, 1994; Carnegie, 1977). As such, it could minimise the stranger feelings, making
the candidate more at ease with the interviewer and hence, reveal more information that
is crucial for the assessment of the candidate.
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1.4.1 Effective Verbal Communication in an Interview
Clarity and concision. Good communication involves conveying the message or
questions in the least number of words (Adair, 2003). Avoid rambling on when asking
a question or trying to answer the candidate’s question. This is to ensure that the main
gist of the question or answer is not lost amongst other unnecessary words. The questions
should be vocalised in a clear and slow manner.
Avoid Negativity. Although there would be a tendency to focus on the negative
experiences of the candidates, it is important to communicate in a way to probe on how
the candidates overcame the negative experiences.
Usage of conversational tone. Good interviewers should be aware of their tone during
interviews. The setting of an interview might increase the tendency to use an interrogation
tone when trying to gather information. However, this might put the candidate off and
also encourage him/her to be less honest with his/her answers and instead, answer in a
way that is deemed as the ‘right’ answer. Therefore, good communicators would be aware
of their tone and adjust it such that it is less confronting and more conversational (Hargie,
1997). This would send a message to the candidate that the interviewer is keen in knowing
the real experience of the candidate rather than a socially ‘correct’ answer.

Reflect
Why do you think humans have the tendency to focus on the negativity? What about
you? Do you have the tendency to focus on the negativity? Have you ever tried to
overcome it? If so, what have you done?

1.4.2 Effective Non-Verbal Communication in an Interview
Relaxed, open stance. Interviewers who exhibit a relaxed and open stance (e.g. arms open,
legs relaxed, leaning forward) would allow themselves to appear more approachable
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(Brown & Gyles, 1994). This in turn would encourage the candidates to speak more openly
and honestly about their experiences. Interviewers should avoid crossing their arms and
lean back into their seat. This is because it would signify that the interviewers are not
interested in what the candidate is saying. As such, it would dampen the spirit of the
candidates and make them less open to share.
Eye contact. Good communicators would maintain eye contact as much as possible to
demonstrate interest and to signal to the other party their interest in wanting to know
more. This would no doubt encourage the other party to speak in a more enthusiastic and
elaborated way. Additionally, it was found that people tend to place more trust on people
who listen while maintaining good eye contact.
Mirroring non-verbal facial expression. Good communicators would pay attention to the
small non-verbal cues and mirror them to demonstrate the understanding of the message
conveyed (Imada & Hakel, 1977). In addition, it would also signal to the speaker that the
listener is processing what was conveyed and feeling the same emotions that were tied
to the message conveyed. For example, when the speaker is talking about some sensitive
issue it would be inappropriate for the listener to still keep a straight face. As this would
either signal that the listener is not listening or just listening without really processing it.

Gestures. Gestures refer to any visible body actions that carry a particular meaning to
convey a particular message. Hand gestures play a big part in communication as they are
rich conveyors of communication (Adair, 2003; Imada & Hakel, 1977). They tend to add
meaning and punctuate the verbal language. Also, simple gestures like opening palms and
nodding head can contribute positively in a conversation. They signify acceptance and
open-mindedness of the interviewer. On the other hand, doodling and playing with the
pen or clips or glancing frequently at the clock or watch will come across as unwilling or
disinterested to listen or continue with the conversation. This might negatively affect the
interviewing process in which the candidate might be affected and be unable to truthfully
answer the questions or openly share about his/her experiences.
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Watch
Job Interviews (Part 3): 5 Nonverbal Interview Mistakes
Consider the importance of non-verbal communication in interviews. In this video,
you will see common non-verbal interview mistakes people make. Whether you are
an interviewer or interviewee, keep these in mind and reflect on the power of nonverbal communication in leaving an impression on other people.
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Chapter 2: Perception
This chapter elaborates on perception and the role of perception in communication and
vice versa.

2.1 What is Perception?
Perception is a process in which the sensory information gathered by our five senses –
sight, hearing, smell, touch, taste – is reorganised and interpreted to aid our interaction
with the environment (Broadbent, 1958). Therefore, perception is not only about the
passive receipt of the sensory information, but it is also influenced and shaped by the
recipient’s present emotions, expectation, memory, learning, and attention.
For example, you recognise a lemon through the process of recalling the features of a
lemon coupled with the sensory information of the lemon at the moment.

2.2 What is Perception’s Role in Communication?
Perception is at the heart of communication. In communication, the main objective is to
relay a message (Carnegie, 1977). Perception, on the other hand, lies in the receiving end
of the communication process that colours our understanding of the message. Perception
is influenced greatly by an individual’s past experiences, culture, and emotional state. As
such, people may perceive the same message differently. These variations between people
affect individual perception and thus one’s understanding of a particular message when
it is communicated.
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Figure 2.1 Perception and Communication

Example: How perception plays a role in communication in the workplace between
managers and team members.
In high stress work situations, workers may perceive and explain events as outside their
control and coming from external cause. Managers may perceive a problem as internal
error, which means blame is likely attributed to an employee rather than caused by the
situation. When problems arise, workers may tend to attribute or see the problem caused
by the situation and managers see it caused by the employees. As such, this leads to
differences in the message conveyed in communication which could cause friction. This
would then turn into an experience that the workers and the mangers would tap on for
future perception of a certain message. And the cycle goes on.
In summary, perception is a dynamic process of evaluating surrounding information.
Perception involves being mindful of one’s environment in an individualised way in
accordance to one’s unique experiences and it strongly influences communication (Adair,
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2003; Broadbent, 1958). As such, different people have different perceptions and thus
what one intends to communicate subsequently might be perceived differently by another.
Additionally, communication also influences perception through stabilising prior beliefs
and perceptions and also creating new perceptions.

Activity 2
Find a partner and direct your attention to any object in the surroundings. Both of you
need to decide on the same object. Consider what senses and past experiences you
utilised to identify the object. Communicate and describe the object to your partner
on information like colour, smell, size, shape, etc. Notice the difference between your
partner’s and your perceptions of the same object and how it has influenced the
communication.

Watch
Perception Can Effect Communication
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Chapter 3: Resume/CV Screening
This chapter would elaborate on the most important part prior to an interviewing
process. It introduces various resume screening methods that a hiring manager could
use to identify suitable candidates for interviewing and to correctly eliminate unsuitable
candidates.

3.1 What is Resume Screening?
Resume screening is the first step in determining whether a candidate is qualified for
a position primarily based on his/her education, leadership, previous work, volunteer
experiences, and other additional information on his/her resume. It is a technique that
involves matching of the candidate’s qualification and the job’s requirements based on the
information on his/her resume (Derous, Ryan, & Nguyen, 2011). The objective of resume
screening is to choose whether to advance the candidate – ordinarily onto an interview –
or to dismiss him/her.

3.2 How to Screen Resumes?
Resume screening typically involves a three-stage process.

Figure 2.2 Stages in a Resume Screening

3.2.1 Stage 1: Screening based on Minimum Qualifications
Minimum qualifications are the necessary qualifications that a candidate ought to have in
order to be qualified for the job. A straightforward example of minimum qualification is
whether the candidate could be lawfully employed to work in the country.
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These minimum qualifications are generally known as the knockouts in light of the fact
that it is either yes, the candidate can move forward, or no the candidate gets screened out
of the selection.
Candidates that meet the minimum qualification will then proceed on to the second stage
of resume screening.

3.2.2 Stage 2: Screening based on Preferred Qualifications
Preferred qualifications are non-compulsory attributes that would make someone stand
on a more favourable ground for the job. A typical example of a preferred qualification is
whether the candidate possesses any prior work experience that is related to the current
job scope.
These preferred qualifications are generally known as the nice-to-have and often more
subjective than minimum qualifications (e.g. experienced in dealing with difficult
relational issues, good communication skills, etc.).
Candidates must meet both the minimum and preferred qualifications before being
qualified to enter the next shortlisting stage of resume screening.

3.2.3 Stage 3: Shortlisting Candidates based on the Recruitment Demand
For jobs that require a large amount of recruits, typically all candidates that fulfil the
minimum qualifications can advance to the interviewing. For jobs that require only a
small amount of recruits, only the candidates who fulfil both the minimum and preferred
qualifications can advance to the interviewing.
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Figure 2.3 Shortlisting process

3.3 Technology Innovations That Aid in Resume Screening
Resume screening has always been the most time-consuming portion of the recruitment
process. Companies have always faced the problem of having to screen for suitable
candidates among a large applicant pool.
Recently, advancement in recruitment technology has reduced the amount of time spent in
resume screening by automating a time-consuming, repetitive task of candidate sourcing
(Derous, Ryan, & Nguyen, 2011).
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3.3.1 Applicant Tracking System (ATS)
Applicant Tracking System (ATS) is a software that organises all the resumes via
automated screening of knockout questions or keyword matches. However, some
weakness comes along with an increase in efficiency in resume screening. ATS can screen
out a suitable candidate as false negative just because the resume does not contain the
keyword filters but has other sturdy qualifications or screen in a candidate as false positive
in light of keyword stuffing.

3.3.2 Artificial Intelligence (AI) Software
AI software is designed to complement ATS to make the automated resume screening
process more efficient and accurate. AI analyses the existing resume database to identify
what are the qualifications stated in the resume that distinguish between successful and
unsuccessful employees. The software then uses this knowledge to rank and grade new
candidates. AI software could also add value by incorporating public data sources about
candidate’s prior employers and the candidate’s social media profiles.

Watch
Recruitment Software & Applicant Tracking Systems 2017|HR Recruiting |US| The
Staffing Circle
To understand more about the technology used for resume screening.
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Reflect
After watching the video and knowing more about the various techniques, what are
some of the disadvantages of using such technology to screen through resumes? Any
idea on how they could be overcome?

Lesson Recording
Effective Communication and Perception
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Summary
1.

Effective communication involves common understanding of desires, opinions,
observation and ideas among people.

2.

3.

4.

There are a few communication types which include:
a.

Verbal

b.

Non-verbal

c.

Written

d.

Visualisation

There are five main communication styles which include:
a.

Assertive

b.

Aggressive

c.

Manipulative

d.

passive-aggressive

e.

submissive/passive

Effective communication during interview includes both verbal and non-verbal
strategies
a.

Effective verbal strategies include: clarity and concise, avoid negativity,
and usage of conversational tone.

b.

Effective non-verbal strategies include: relax and open stance, eye
contact, mirroring non-verbal facial expression, and gestures.

5.

Perception is a process in which the sensory information gathered by our five
senses – sight, hearing, smell, touch, taste – is reorganised and interpreted to aid
our interaction with the environment.

6.

Perception is at the heart of communication.

7.

Resume screening is the first step in determining whether a candidate is qualified
for a position primarily based on his/her education, leadership, work, volunteer
experiences, and other additional information on his/her resume.
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Resume screening involves three-stage processes: minimum qualification,
preferred qualification, and recruitment demand.

9.

Technologies that could aid in resume screening include: application tracking
system, and artificial intelligence.
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Formative Assessment
1.

What type of communication can be seen in any readable medium such as newspaper
articles, books or magazines?
a. Verbal
b. Non-Verbal
c. Written
d. Visualisation

2.

Which communication style are you likely to find in a person that is predominantly
conforming and seeks to avoid conflict by pleasing others though the concealment of
his/her own feelings?
a. Manipulative style
b. Passive-aggressive style
c. Assertive style
d. Submissive/Passive Style

3.

Consider the common phrase: “a picture is worth a thousand words.” What type of
communication involves messages being conveyed though images?
a. Verbal
b. Non-Verbal
c. Written
d. Visualisation

4.

Perception is influenced by the following except:
a. Past experiences
b. Culture
c. Individual’s present emotional state
d. Length of the message
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In technology innovations that aid resume screening, what does ATS stand for?
a. Applicant Tracking System
b. Artificial Tracking System
c. Applicant Tracking Software
d. Artificial Tracking Software

6.

What communication style is considered the most effective and ideal?
a. Effective style
b. Assertive style
c. Submissive/Passive style
d. Passive-Aggressive style

7.

The following are effective non-verbal communication skills except:
a. Eye contact
b. Clarity and concision
c. Mirroring non-verbal facial expression
d. Gestures
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Solutions or Suggested Answers
SU2-Chapter 1 Activity 1
For this activity, it is important to remember the main tone and manner these
communication styles express. For your reference, below is a summary of the
communication styles to guide you and your partner on what to look for in your speech.

Communication Style
Assertive

Key points to look out for
They must show a good level of assertion (some form of
aggression in order to get what they want) but at the same
time maintain respect without compromising the rights of
others in obtaining what they want.

Aggressive

There is a clear lack of consideration for the other in
attaining one’s end goal. Speech is primarily directed to
seek one’s own interest, even at the expense of others.

Manipulative

Communication is usually geared to elicit sympathy or
guilt in others in order to obtain something. There are
subtle remarks that are aimed to influence the other into
giving the speaker what he/she wants.

Passive-Aggressive

Internal state or emotion must differ from one’s outward
expression for passive aggressive speech. There is some
form of passivity in his/her speech but with the use of
very subtle sarcasm, there is also some level of aggression
in this style of communication.
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Communication Style
Submissive/Passive

Key points to look out for
There is outward conformity in submissive/passive
communication style. Speakers do not assert themselves
and often follow the wishes and thoughts of others.

SU2-Chapter 2 Activity 2
There are no right or wrong answers for this activity. Rather, reflect on the experience of
completing this activity. Through your exchange with your partner, notice how perception
differs between individuals. Discuss how varying perceptions affect the communication
process.

Formative Assessment
1.

What type of communication can be seen in any readable medium such as newspaper
articles, books or magazines?
a.

Verbal
Incorrect. Verbal communication conveys messages through speech or
spoken word. (Refer to SU2, 1.2)

b.

Non-Verbal
Incorrect. Non-verbal communication does not make use of spoken or
written speech, rather it uses bodily gestures and facial expressions to convey
a message. (Refer to SU2, 1.2)

c.

Written
Correct. Written communication is observable in any readable medium.
Messages are relayed via text and can be read across various mediums
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such as newspapers, print, magazine, books, social media posts and more.
(Refer to SU2, 1.2)
d.

Visualisation
Incorrect. Rather than words, visualisation makes use of merely images and
symbols to communicate. (Refer to SU2, 1.2)

2.

Which communication style are you likely to find in a person that is predominantly
conforming and seeks to avoid conflict by pleasing others though the concealment of
his/her own feelings?
a.

Manipulative style
Incorrect. This communication style subtly expresses internal disposition.
There is a presence of subtle remarks that are aimed to influence and coerce
others. (Refer to SU2, 1.3)

b.

Passive-aggressive style
Incorrect. Although expressed in a passive manner, this communication style
involves some level of aggression in the form of sarcasm. (Refer to SU2, 1.3)

c.

Assertive style
Incorrect. Assertive style is aggressive enough to seek one’s interest
but without compromising others in the process. (Refer to SU2, 1.3) d.
Submissive/Passive Style

d.

Submissive/Passive Style
Correct. People who adopt a Submissive/Passive style conforms to the
wishes and demands of others, oftentimes at the expense of their own
wishes and interests. They do so to avoid conflict by sticking to the status
quo. (Refer to SU2, 1.3)

3.

Consider the common phrase: “a picture is worth a thousand words.” What type of
communication involves messages being conveyed though images?
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a.

Verbal
Incorrect. Spoken words or speech do not involve images. (Refer to SU2, 1.2)

b.

Non-Verbal
Incorrect. Although images are considered non-verbal as they do not involve
words or speech, non-verbal communication pertains to manner and bodily
gestures as a means of communicating. (Refer to SU2, 1.2)

c.

Written
Incorrect. Written communication involves the use of text to convey a
message. (Refer to SU2, 1.2)

d.

Visualisation
Correct. Visualisation does not use text nor verbal speech. Adopting a
purely visual form, messages are transmitted through the meanings that
images and symbols inherently hold. (Refer to SU2, 1.2)

4.

Perception is influenced by the following except:
a.

Past experiences
Incorrect. Past experiences colour an individual’s perception of future
messages or events. (Refer to SU2, 2.2)

b.

Culture
Incorrect. One’s own culture influences how messages are perceived. (Refer
to SU2, 2.2)

c.

Individual’s present emotional state
Incorrect. Present emotional state influences perception. (Refer to SU2, 2.2)

d.

Length of the message
Correct. The length of the message is irrelevant to the variables that
influence perception. (Refer to SU2, 2.2)
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In technology innovations that aid resume screening, what does ATS stand for?
a.

Applicant Tracking System
Correct. The Applicant Tracking Software (ATS) organises resumes by
specific keyword matches. (Refer to SU2, 3.3.1)

b.

Artificial Tracking System
Incorrect.

c.

Applicant Tracking Software
Incorrect.

d.

Artificial Tracking Software
Incorrect.

6.

What communication style is considered the most effective and ideal?
a.

Effective style
Incorrect. There is no ‘effective style’ of communication.

b.

Assertive style
Correct. This communication style allows individuals to assert themselves
appropriately while respecting others. Compared to other communication
styles, this benefits both the speaker and recipient of the message because
the speaker speaks in a way that still seeks their personal interest, but
at the same time the recipient of the message is not compromised and is
respected. (Refer to SU2, 1.3).

c.

Submissive/Passive style
Incorrect. Submissive/Passive communication style fails to allow the speaker
to assert himself/herself. This communication style considers others first
before considering one’s own feelings. (Refer to SU2, 1.3)

d.

Passive-Aggressive style
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Incorrect. Although seemingly passive, passive aggressive style involves
sarcasm and involves some form of disguised aggression against others.
(Refer to SU2, 1.3).
7.

The following are effective non-verbal communication skills except:
a.

Eye contact
Incorrect. This is a non-verbal communication skill. (Refer to SU2, 1.4.2)

b.

Clarity and concision
Correct. Maintaining clarity and being concise are considered as a verbal
communication skill, not non-verbal. (Refer to SU2, 1.4.1)

c.

Mirroring non-verbal facial expression
Incorrect. This is a non-verbal communication skill. (Refer to SU2, 1.4.2)

d.

Gestures
Incorrect. Knowing the correct and appropriate gestures is considered a nonverbal communication skill. (Refer to SU2, 1.4.2)
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Learning Outcomes
By the end of this unit, you should be able to:
1.

Prepare a checklist prior to an interview

2.

Plan relevant interview questions in line with own organisation’s job
specification, vision, mission and values

3.

Describe the various methods, techniques, and types of questions that would
generate a more accurate decision on the suitability of the candidate

4.

Recognise various illegal or inappropriate questions to avoid in an interview

5.

Describe the various methods to check for reliability of the information gathered
during the interview
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Overview

T

his study unit would illustrate the necessary skills required to plan interview
questions that would generate a more effective recruitment process. You would

also be introduced to the various questions that should be avoided as it would reduce
the efficiency of the interview process. Following which, this study unit would then
introduce the different methods and technologies that could aid in the reliability check of
the information gathered during the recruitment process.
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Chapter 1: Preparing for the Interview
1.1 Checklist before an Interview
1.1.1 Check the Venue
The first step is to check the venue well in advance to ensure that it is of appropriate
size and is comfortable for both the interviewers and the candidates. It would be ideal
to ensure that the interview venue contains a sign posted with a waiting area containing
information about the company and the job scope.

1.1.2 Timing
In planning interviews and scheduling time slots for candidates, ensure that sufficient
time is allocated for each interview to give all the candidates the appropriate and sufficient
amount of time to discuss their suitability for the position. Time spent between any two
candidates’ interviews should also be considered to allow interviewers some time to
discuss and consolidate their notes before the next candidate arrives.

1.1.3 Be Familiar
Interviewers carry the responsibility of being familiar with the job specifications and
personal qualities that are critical to the job position (e.g. duties and responsibilities of the
role). Interviewers can become well acquainted with such through the use of a job analysis
(Aamodt, 2007). A job analysis is conducted prior to the recruitment stage to identify the
important tasks, duties and responsibilities that come with a particular position. It is to
determine what knowledge, skills, and abilities are essential to perform the job (Ullah,
2010).
Interviewers need be acquainted not only with the job specifications, but also with the
company’s values, culture, and administrative information such as working hours, career
progression, etc. Knowledge on these matters is important so as to ensure that should any
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questions arise from the candidate, an interviewer may confidently answer them. As such,
this would cast a more favourable light on the company as it shows that the employees are
well aware of the company’s values and place pride in understanding and remembering
them rather than just be there to get their job done.
Lastly, re-read and be familiar with the application form or the resume and person
specifications. This is to enable you to identify areas that require further clarification and
not spend the interview time asking about information that could be easily found on the
application form or the resume.

1.1.4 Questions
Prepare a list of relevant questions that address the various key qualities identified. Upon
being familiar with a specific candidate, draft questions or clarifications based on striking
or pertinent details from his/her application (Gillham, 2005; Ullah, 2010). If you are able
to detect questions to ask prior to the interview, write them down in case they remain
unanswered even after an interview. This helps avoid forgetting important details that
require more probing from the candidate to elaborate and clarify on.

1.1.5 Coordination
Planning an interview is not a single handed job. The responsibility and duty of planning
such require the coordination of various figures in a team to come up and agree with
the right interview format and the list of relevant questions to ask. This calls for an
interview panel to discuss and agree on the key competencies necessary for the job
position. Coordinating on such tasks minimises the probability of omitting important
and relevant information that must be considered in the interview. By pooling together
knowledge and resources, a team can better craft the appropriate interview plan and guide
(McGregor, 1967).
If time permits, it would be ideal to conduct a mock interview session to ensure that the
interviewers are familiar with each other’s style of asking to prevent any bad coordination
between the interviewers during the actual interview.
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Reflect
What do you think could be done to improve coordination between the interviewers?
For example, each interviewer might have their own style of questioning. So how do
you think this could be overcome?
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Chapter 2: Effective Questioning
This chapter would introduce the concept of effective questioning for an interview and
strategies to achieve it. In addition, it would also include some useful questions that could
be used in an interview for various purposes. Lastly, this chapter would also highlight
some of the illegal or not so ideal questions that should be avoided during an interview.

2.1 Effective Questioning
Effective questioning requires keen attention and focus on the job specifications. All
questions should serve a purpose of unearthing necessary information about the
candidate that could inform the interviewer on the suitability of the candidate for that
particular job (Aamodt, 2007; Ullah, 2010).

2.1.1 Tips for Effective Questioning
Generally, start the interview with questions that are able to unearth essential knowledge
and skills required for the job. This could be done by looking through the candidate’s
resume for relevant projects or previous experiences that are similar to the job position
and asking follow-up questions regarding them.
Next, the interview can focus on the candidate’s personality and work ethics by inquiring
about his/her strengths and weaknesses. Recall the two interview styles of behavioural
and situational questioning discussed in Study Unit 1. These two interview styles can be
used to determine a candidate’s strengths and weaknesses without being too direct and
leading. As such, this would minimise any effort of impression management.
Through these strategies — looking through relevant information in a candidate's resume,
and asking behavioural and situational questions to determine their strengths and
weaknesses — an interviewer can be better informed of what knowledge, skills, and
abilities a candidate possesses that are relevant to the job position he/she is applying for
(Barclay, 2001; Taylor & Small, 2002).
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2.1.2 Effective Questioning Technique – S.T.A.R Approach
A particular strategy to behavioural interview questions is the STAR approach. The STAR
approach stands for: Situation, Task, Action and Result (Aamodt, 2007).
• Describe the Situation. Interviewers can start by asking the candidate to describe
a situation wherein he/she faced a task that he/she needed to accomplish. This can
be from any experience that occurred in his/her previous job, volunteer experience,
or any relevant life event.
• Discuss the Task that needed to be accomplished. Next, ask the candidate to
discuss what the task required him/her to do. Note that the task must be a specific
experience that has happened in the past, not a general hypothetical task.
• Describe what Actions were taken to perform the task. After he/she has
established the situation and the task at hand, ask the candidate to elaborate on
what actions were taken to perform and accomplish the task. Ask him/her to
describe what he/she did, and what key roles, responsibilities and skills were
required to perform the task. Asking this would reveal key information regarding
a candidate’s work ethic, abilities and competencies for accomplishing the task at
hand.
• Elaborate on what the Results of the actions were. Finally, an interviewer will
ask the candidate the results of his/her actions. This assessment will indicate the
success or failure of the task at hand, and if any, what lessons the individual has
learned from that experience.
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Activity 1
Find a partner and ask your partner to discuss a particular task that he/she was tasked
to do. Then try and elicit what the strength of your partner is. After which, switch
over the role.
Find another partner and ask him/her to discuss a particular task by questioning
using the STAR technique. Then try to elicit what the strength of your partner is. After
which, switch over the role.
Compare between the two instances. In which situation were you better able to
identify your partner’s strengths?

2.2 List of Effective Questions
The following section will outline the 3 main types of questions used in interviews.
There are general questions that mainly serve to provide more information regarding
the job position and the company. They also provide the candidate with the opportunity
to ask questions to the interviewer and make a quick assessment on how the interview
went (Aamodt, 2007; Amos, 2004). Next would be sample questions for behavioural and
situational questions, both of which were already discussed previously here and in Study
Unit 1.
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2.2.1 General Questions
Table 3.1 Sample General Questions

Purpose

Sample Questions

This question would test the ability of

“What is one thing that surprised you in this

the candidate on how well he/she could

interview?”

think on his/her feet as it is a question
that one could never prepare for. Also,
it would also serve as a feedback for
the interviewer on how the candidate
is feeling about the whole interviewing
process.
This question is a classic question as it

“Do you have any questions for us?”

reveals what is considered important to
the candidate and his/her interest based
on the type of questions he/she asked.
This question would allow you to assess

“Since you are interested in this area of work,

how passionate and interested is the

given that there are numerous companies out

candidate in working for your company.

there that do similar things, what makes you

As such, this question would allow

choose our company?”

you to differentiate candidates who are
really interested in the company versus
someone who just wants to get a job
based on the job scope.
This question is an indirect way of

“Tell us why should we hire you?”

asking the candidate to share more
about his/her strengths and it is also
a way to assess his/her humbleness.
A great answer would not only talk
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Purpose

Sample Questions

about strengths but also reveal some
weaknesses and how the candidate
worked to overcome it. Recently, it has
been found that this type of question
is more effective in gathering strengths
rather than direct questions on strengths,
as the answers would be less scripted.
This question is a good way to allow the

“What kind of work environment would you

interviewer to accurately assess if the

prefer such that you would be able to perform

candidate is suitable to join the company

with your best ability?”

based on his/her ideals and values. This
is based on the fact that the candidate
would not know what the culture of the
company is beforehand unless he/she
knows of someone working in the same
company. Therefore, it would be less
possible for the candidate to tweak their
answers to increase the chance of being
recruited.
This question would allow the

“Where do you see yourself in five years from

interviewer to identify if the candidate’s

now?”

idea of future coincides with your
company’s vision, mission, and goals. In
addition, it also allows the interviewer
to get a sense if the candidate envisions
himself/herself to grow with the
company, or just viewing the job as a
stepping-stone.
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Reflect
Can you think of any more general question and the purpose of the question?

2.2.2 Behavioural Questions
Table 3.2 Sample Behavioural Questions

Purpose

Sample Behavioural Questions

You are hiring someone who can handle

“I can see that you do mainly data analysis

a large amount of data set from your

at your previous company. Could you share

company. By asking the candidate

more about that experience, including any

to elaborate on a similar project, the

difficult challenges you faced and how was it

interviewer would be able to have

overcame?”

an idea of how well this candidate is
suitable for the job (Taylor & Small,
2002).

“It seems like you have assumed multiple
leadership roles during your undergraduate
years or in your previous company. Could you
share more about those roles? What do you
think was the biggest challenge? How did you
overcome it?”

These questions should uncover the

“It seems like you have assumed multiple

candidate’s leadership ability and

leadership roles during your undergraduate

confidence in taking the lead on projects

years or in your previous company. Could

and allow the interviewer to be able to

you share more about those roles? What do

have an idea of the candidate’s strength

you think was the biggest challenge? How

in handling challenges as a leader.

did you overcome it?”
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Purpose

Sample Behavioural Questions

This question would be ideal if the

“Tell me a time when you set difficult goals.

interviewer is looking for a candidate

Did you achieve those goals and what did

who is a high achiever, results-driven

you do to achieve those goals?”

and goal-oriented as it helps you
gauge whether he/she will be able to
handle difficult tasks and goals in the
job (Barclay, 2001). A quality answer
would demonstrate that the candidate
understands what difficult goals are
referred to and he/she would put in
tremendous amount of effort to achieve
doing the task without compromising
the quality of the outcome.
This question would allow the

“Tell me about one best relationship you have

interviewer to have a sense of how this

experienced with the people you have worked

candidate would interact with others

with and also one worst relationship you

and how he/she would handle bad

have experienced with the people you have

relationships. Many candidates might

worked with.”

be hesitant to bad-mouth about their
colleagues or bosses so it would be
interesting how they would navigate
their answers when describing about
their worst relationship. Therefore, this
question would also enable you to assess
their communication and interpersonal
skills. A great answer would be taking
the blame when appropriate for worst
relationship and focus on how they
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Purpose

Sample Behavioural Questions

had overcome it to still maintain a
neutral relationship with the person
subsequently.
This question would allow you to

“What is one project or task would you

gain some insights of the candidate’s

consider as one of your most significant

definition of accomplishment and also

accomplishments to date?”

his/her sense of ownership. A great
answer would demonstrate his/her
confidence in his/her achievement while
being humble and not discrediting the
effort of others as well.
This type of question is often known as

“Tell me a time in which you made a mistake

the tried-and-true test for self-awareness.

and screwed up the task.”

A great answer would demonstrate that
the candidate is honest with his/her
mistake and be willing to take ownership
of his/her mistake and learn something
from it. This would signify that this
candidate has a certain level of selfawareness and would be willing to
admit his/her mistake and internalise
any lesson from the negative experience.
For candidate who blames others or
gives a “fake” screw-up like “I was given
too much task than I could handle and
thus I burned out” are red flags of people
who blame others for their mistake.
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Purpose

Sample Behavioural Questions

This type of question is to assess how

“Tell me a time in which you had to make a

well the candidate will fare when faced

difficult decision under pressure.”

with pressure and tough situations.
Candidates who recently worked
through a touch situation and endured
through it would be more reliable and
dependable when faced with difficult
challenges during the job.

Reflect
Although these are recommended questions that can elicit effective questioning, could
you think of any instances in which such questions might not be as ideal? If so, any
creative or interesting ideas do you have that could curb the problem?

2.2.3 Situational Questions
Table 3.3 Sample Situational Questions

Purpose

Sample Situational Questions

This type of question would give you

“If you had $50,000 to set up your own

a sense of the candidate’s interest,

business, what would you do?’

creativity, and values. In addition, it
would also give you insight into how
business-savvy is the candidate in
terms of financial planning as a specific
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Purpose

Sample Situational Questions

amount was offered to him/her to work
with. A great answer would include
an overview of the business, and then
elaboration on how the money would be
spent.
This type of question indicates

“How would you handle a difficult or angry

how a candidate would handle a

customer?”

stressful situation that requires good
communication and interpersonal
skills to solve the problem. Asking
this question is essentially important
especially in positions that involve a
great deal of dealing with customers
or clients. Answers to this question
can reveal the thought patterns and
strategies a candidate would utilise to
solve problems requiring grace and
composure under times of pressure. This
question is a great tool for inquiring into
a candidate’s people-skills.
This kind of question could be quite

“Please do an elevator pitch to me in

challenging as compared to generic

2 minutes on the product/service of

questions. However, this question would

[interviewer’s organisation] to convince me

be ideal for a job position that requires

on why I should purchase the product or

some sales or marketing skills as it

engage your service.”

gives the interviewer an idea of the
communication and interpersonal skills
of the candidate. In addition, it would

SU3-16

HRM375

Planning and Designing Questions For an Interview and Conducting Reference ...

Purpose

Sample Situational Questions

also be useful to identify candidates
who are really keen and interested in
the company if they were able to include
some sale tag lines from the company.
This is because it would demonstrate
their familiarity with the company and
the effort they put in to prepare for the
interview.
This question can explore a candidate’s

“Describe a situation where you had to

attitude and communication style when

collaborate with a difficult colleague.”

dealing with others. Inquiring on his/her
problem-solving or conflict-resolution
strategies will reveal key information
on a candidate’s approach to work,
especially in collaborative settings.

Reflect
Although these are recommended questions that can elicit effective questioning, could
you think of any instances in which such questions might not be as ideal? If so, any
creative or interesting ideas do you have that could curb the problem?

2.3 Illegal/Not Ideal Questions
According to the Fair Employment Practices, employers should not discriminate
any potential candidates based on age, race, gender, religion, marital status, family
responsibility, and disability (Arvey, 1979). Employers should select and hire candidates
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based on their merits like experiences, skills, or abilities to perform the job. Some examples
of illegal/not ideal questions would be listed below (Edwards & Klenier, 2002).

2.3.1 Questions about Age
Such questions are often based on the common workplace stereotype which is the
assumption that younger workers are inexperienced and on the other hand older workers
tend to be stubborn, inflexible and too slow to keep up with the advancement.
“How old are you?”
“Can you share with me what have you been doing?”

2.3.2 Questions about Family/Marital Status
Such questions are often asked to identify people who have plans to have children. This
is because maternity and paternity leave are often viewed as a serious burden on the
resources and productivity of the company.
“Do you have or plan to have children?”
“As this job requires to work overtime on some occasions, or even fly overseas for
some conferences, are you able to commit to those?”
“If you are to go on maternity leave, do you have plans to return to the company?”
“So what are your long-term career goals? Where do you see yourself 5 years from
now?”

2.3.3 Questions about Gender
Such questions are often based on the gender stereotype and chauvinistic attitudes.
Questions that discriminate against a certain sex in a single-sex dominated workplaces are
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not unheard of. For example, men are often discriminated or ridiculed for being in jobs
like makeup boutiques or nursing.
“Generally, this role has always been occupied by women/men. How do you think you can
handle it?”
“Could you share with me more on what are some of the attributes you could bring
to this role?”
“How do you view and feel being the leader of a team that is mainly comprised of men/
women?”
“Could you share some of your previous managing experience?”

2.3.4 Questions about Race/Religion/Ethnicity
Such questions might be legal to ask on application forms; however, it is mainly kept
anonymous and for monitoring purpose only. Hence, it should not be mentioned in an
interview. You may want to check if any of the candidates’ religious practice might cause
a schedule conflict but you should always phrase your question simply to check their
availability to work on certain days if they are required to.
“What is your religion? Which are the religious holidays that you have to observe?”
“Can you work for the following days required for this role?”
“What is your native language?”
“As this job requires someone who can speak more than one language, may I know
what languages you are fluent in?”
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2.3.5 Questions about Lifestyle Choices
Such questions often arise due to fear of time consuming lifestyle choices that could
compromise the time spent on work. However, it is not appropriate to question the
candidate on his/her group membership and other volunteering commitments unless
those questions are relevant to the role that he/she is applying for. Also, it is not
appropriate to check on how much the candidate is smoking or drinking. While it might
be appropriate for the employer to set rules on professional conduct and substance use
during work, it is not ethical to check on what the candidate does outside work time (Clark
& Roberts, 2010).
“Are you involved in any organisations or clubs?”
“Are you part of any professional group that is relevant to this job that you are
applying?”
“Are you involved in a lot of volunteering work?”
“Would you be involved in any upcoming commitments that require you to take an
extensive amount of time off work?”
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Activity 2
Can you think of any better way of asking the following questions such that they will
not come across as offensive?
1.

Are you a Malay? Do you have any dietary restriction?

2.

You do not seem to be fit enough to be working alongside male dominated
workplace. Why do you think you are suitable for this job?

3.

Are you currently married? If not, do you have plans to get married and
go for a long honeymoon afterwards? If you are married, do you have any
marital issues that could affect your work?
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Chapter 3: Reliability Checks
Employee turnover can disrupt your company’s function. It upsets the workplace
environment and lowers the morale of the remaining employees (Aamodt, 2007). To
uphold high retention rate, there is a need to select and recruit candidates whom the
company can depend on for a long term. Therefore, it is of paramount importance
to ensure that the information gathered during the interview is reliable to ensure the
employee’s unwavering quality as a future worker. This chapter introduces the various
reference checks to increase the reliability of the information gathered from the candidate.

3.1 Reference Checks
Reference checks are often a forgotten part of the selection process, as people tend to
jump into a decision after gathering relevant information from the candidate during
the interview (Aamodt, 2007; Edwards & Klenier, 2002). However, reference checks are
an essential part of the selection process. It is important to recognise that information
presented to the interview by the candidate might be biased as it is all the information
that the candidate wishes you to know (Amos, 2004). Many candidates have been found
to go through great lengths to “tip the scale” in their favour. Therefore, a thorough
reference check might reveal some additional information that was not known previously
through the candidate. This additional information from the reference check should be
kept confidential and not revealed to the candidate.

3.1.1 Types of References
Former supervisor. This is the best source of information because after all, on-the-job
performance tends to be the most useful predictor of future job success. Due to the daily
interaction with the candidate, former supervisor would be able to provide an accurate
and substantial amount of information about the candidate’s job performance and ability.
Reference check with the former supervisor includes not only the written testimonial but
also verbal checking. Written testimonial might over-inflate the applicant’s strengths and
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not paint the full picture of the candidate’s abilities as the candidate would be able to see
this information.
However, even with verbal checking, it is always not advisable to be satisfied with the
positive comments gathered from the first reference check, as the former supervisor might
not be entirely honest about his/her feedback. There is a possibility that he/she felt
sorry for the well-liked, but inept, former employee and put in only good words for that
former employee so that he/she could land a good job. Therefore, it is recommended
that the interviewer check with at least 2 past employers to find a consistent trend in the
candidate’s past job performance. By checking with more than one source would allow
the information gathered to be balanced. As such, this could prevent inaccurate decision
made based on unfounded reference.
It is recommended that the reference check with the supervisor should only be
contacted when the candidate is a finalist for the position. This recommendation should
exceptionally be honoured when the applicant is still currently working and would not
want his/her supervisor to know that he/she is finding other jobs.
School/Tutors. This reference check is generally for those fresh graduates that do not have
any former employers. Hence, this reference check would allow you to generally have an
idea of the candidate’s personality and working attitude on schoolwork. It would be ideal
to get hold of the candidate’s direct supervisor for final year project so that it would be a
more accurate individualised feedback instead of a generic feedback.

Reflect
Do you think it is ethical to check on the candidate on his/her social media?
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3.1.2 Conducting a Reference Check

Figure 3.1 Conducting a Reference Check

Introduction. Identify yourself, company and the applicant before running through the
job specification briefly. It is important to assure the reference that everything said would
be kept confidential and not revealed to the candidate. Also, it is important to check if it
is a good time to talk and if the reference is willing to talk to you.
Questioning. The questions would be similar to what would be asked in an
employment interview. Check with the former supervisor on the candidate’s previous job
responsibility, general output, quality of the work produced, and his/her interpersonal
relationship with other people in the office. It would include coworkers, subordinates and
their supervisors. Non-directive questioning should be used to gather the information
above. Directive questioning might necessary for follow-up questions and to elicit
negative information. This is based on the fact that former supervisor would generally not
reveal any unpleasant information unless directly asked. Keep in mind that the purpose
of the reference check is to reveal the candidate’s true job abilities through the former
supervisor (Edwards & Klenier, 2002).
The following would be some sample tough questions that would enable you to probe
and seek the truth:
“As humans are not perfect, could you please describe some of his or her shortcomings in any area
like interpersonal or job related abilities?”
“Have you ever talked to the candidate about some job performance problem? If yes, would you
mind sharing with me what are some of the issues you had with the candidate? How was his/her
response to the talk?”
Being aware to verbal cues. During the conversation with the reference, it is important
to pay attention to the verbal cues. Some of the verbal cues are intonation and delivery
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flow (pauses or hesitancy). Pauses and hesitancy call for additional questioning because
ultimately your objective is to go past superficial opinions.
Post reference check. It might be time consuming to check on the reference and hiring
managers have often abandoned this step. However, given the cost to an organisation of
hiring an unsuitable candidate is high, it is always advisable to take some time to ensure
that the references are verified.

Lesson Recording
Planning and Designing Questions for an Interview and Conducting Reference Check
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Summary
1.

The checklist to prepare before an interview includes:
• Checking the venue - ensuring in advance that the venue is of appropriate
size and comfortable for everyone.
• Timing - in scheduling, consider the time spent for each interview and the
intervals between them.
• Be familiar - with the job specifications and the personal qualities critical to
the position. It also helps to be familiar with the candidate prior to meeting
him/her by reviewing his/her resume thoroughly.
• Questions - prepare a list of relevant questions.
• Coordination - have a panel to discuss and prepare the interview together.

2.

Effective questioning approach seeks to unearth the relevant and essential
knowledge and skills of a candidate. This can be done through:
• Looking through his/her resume and asking about his/her previous work
or school experience
• Explore a candidate’s personality and inquire about his/her strengths and
weaknesses
• Ask behavioural and situational questions
• Adopt the STAR Approach
◦ Describe the Situation
◦ Discuss the Task that needed to be accomplished
◦ Describe what Actions were taken to perform the task
◦ Elaborate on the Results of the actions

3.

List of effective questions includes:
• General
• Behavioural
• Situational
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4.

Reliability checks include:
• Checking with the former supervisor
• Checking with former professors/school tutors if the candidate is a fresh
graduate with no experience yet

5.

Conducting a reference check involves:
• Introduction
• Questioning
• Being aware of verbal cues
• Post-reference check
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Formative Assessment
1.

The following question: “Can you describe an experience where you had to deal with
conflicting personal and work schedules?” is an example of ________ type of question.
a. Situational
b. Behavioural
c. General
d. Hypothetical

2.

What does the STAR approach stand for?
a. Summarising, Task, Action, Reflecting
b. Situation, Task, Action, Result
c. Situating, Thematising, Acting, Result
d. Situation, Task, Affirmation, Result

3.

The following question: “Do you have any questions for us?” is an example of ________
type of question.
a. Situational
b. Behavioural
c. General
d. Ethical

4.

According to the Fair Employment Practices, employers should not discriminate any
potential candidates based on the following except:
a. age
b. race
c. gender
d. educational attainment
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Reference checks involve the following except:
a. Being aware to verbal cues.
b. Introduction
c. Summarising
d. Questioning

6.

The two common sources of reference checks come from:
a. Former supervisors
b. School/Tutors
c. A and B
d. Colleagues
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Solutions or Suggested Answers
SU3-Chapter 2 Activity 1
Answers for this activity will vary and depend on the partner you choose. But for your
consideration, note that for the first round of questioning, you will not be utilising the
STAR approach; you are merely asking your partner to discuss a task that he/she was
assigned to do. On the next round of questioning, you will be utilising the STAR approach,
that is, you will not only ask him/her to discuss the task, but he/she must begin with
describing the situation, the task, his/her action and the corresponding result.
From both rounds of questioning, you will try to find your partner’s strengths. The main
objective of this activity is to try to reflect and see the difference between both strategies
to identify a candidate’s strengths. You will see that using the STAR approach provides
a better context and more in depth information regarding the experience as compared
to simply asking an individual to simply describe the task, without inquiring on the
situation, the action taken and its results.

SU3-Chapter 2 Activity 2
1.

The question outright inquires about an individual’s ethnic background. Such
assumption, and following it with a question regarding dietary restrictions can
be phrased better in a more appropriate and less intrusive manner. Consider
this restated question: “Sometimes, this job will require your appearance in lunch or
dinner meetings. Do you have preferences, or a particular diet, such as allergies or food
restrictions that we need to take into consideration?” This restatement mentions the
need to inquire about an individual’s food preferences for the purposes of lunch
and dinner meetings. It kindly asks not only what foods are restricted but what
the individual also prefers.
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2.

This question immediately begins with an inappropriate assumption and
allegation that the candidate does not seem fit to work in a male dominated
workplace. Instead, the question can inquire about a candidate’s previous work
environment and how he/she felt suitable for the current job position he/she
is applying for. Consider this restated question: “How was your previous work
environment like? How is it similar to this current position or how do you find yourself
suitable in this work environment?” Notice how the restatement does not mention
anything about gender or make an assumption about a candidate’s suitability
in a particular workplace. Rather, it simply asks the candidate to compare a
previous workplace’s environment and the position he/she is applying for —
without the mention of gender.

3.

Questions should steer clear of asking blatant inquiries about a person’s civil
status. Marriage, honeymoon plans, and marital status should definitely not be
considered relevant for questions in a job interview. Instead, a simple question
such as “Considering this job will require some overtime, or working on special holidays,
do you have any prior engagements in the future that require your attendance?” This
restatement has no mention of any details regarding a person’s civil status.
Rather, the question only seeks to inquire relevant details about an individual’s
availability for work, whether or not he/she has plans to get married.

Formative Assessment
1.

The following question: “Can you describe an experience where you had to deal with
conflicting personal and work schedules?” is an example of ________ type of question.
a.

Situational
Incorrect. Situational questions inquire about hypothetical scenarios relevant
to the job position being applied for. (See SU1 and SU3, 2.2.3)

b.

Behavioural
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Correct. This question is behavioural because it seeks to inquire about a
previous experience. (See SU1 and SU3, 2.2.2)
c.

General
Incorrect. General questions are inquiries regarding the interview itself, the
company, or the job position about which the interviewer will allow the
candidate to ask questions for the interviewer to answer. (See SU3, 2.2.1)

d.

Hypothetical
Incorrect. There are no hypothetical questions.

2.

What does the STAR approach stand for?
a.

Summarising, Task, Action, Reflecting
Incorrect. Summarising and Reflecting are not included in the STAR
Approach. They are however part of active listening skills. (See SU3)

b.

Situation, Task, Action, Result
Correct. STAR approach stands for: describing the situation, describing the
task that needed to be accomplished, the action taken to perform the task
and the results of the action. (See SU3, 2.1.2)

c.

Situating, Thematising, Acting, Result
Incorrect. Situating and acting are not part of any process. Thematising
however is the first step in the interview process. (See SU1)

d.

Situation, Task, Affirmation, Result
Incorrect. Affirmation is not part of the STAR approach but it is involved in
motivational interviewing. (See SU6).

3.

The following question: “Do you have any questions for us?” is an example of ________
type of question.
a.

Situational
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Incorrect. Situational questions inquire about hypothetical scenarios relevant
to the job position being applied for. (See SU1 and SU3, 2.2.3)
b.

Behavioural
Incorrect. Behavioural questions inquire about previous experiences. (See
SU1 and SU3, 2.2.2)

c.

General
Correct. General questions allow the candidate the opportunity to ask and
clarify important details about the position and company. They also help
bring interview to a close as they also aim to assess how the interview went
for the candidate. (See SU3, 2.2.1)

d.

Ethical
Incorrect. There are no ethical questions.

4.

According to the Fair Employment Practices, employers should not discriminate any
potential candidates based on the following except:
a.

age
Incorrect. People should not be discriminated by age. (See SU3, 2.3.1)

b.

race
Incorrect. People should not be discriminated by race. (See SU3. 2.3.4)

c.

gender
Incorrect. People should not be discriminated by gender. (See SU3, 2.3.3)

d.

educational attainment
Correct. Educational attainment is not included as a discriminatory bias
in the Fair Employment Practices. Furthermore, educational attainment or
qualifications play an important factor in determining candidates suitable
for a given job position.
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Reference checks involve the following except:
a.

Being aware to verbal cues.
Incorrect. Being aware to verbal cues is part of conducting reference checks.
(See SU3, 3.1.2)

b.

Introduction
Incorrect. An introduction is the primary step in conducting reference checks.
(See SU3, 3.1.2)

c.

Summarising
Correct. Summarising is part of active listening. (See SU4)

d.

Questioning
Incorrect. Questioning is part of conducting reference checks. (See SU3, 3.1.2)

6.

The two common sources of reference checks come from:
a.

Former supervisors
Incorrect. This answer is incomplete.

b.

School/Tutors
Incorrect. This answer is incomplete.

c.

A and B
Correct. The two most common sources of reference checks come from
former supervisors (if candidates have previous work experience) and the
school/tutors (if candidates are fresh graduates without prior employment
history). (See SU3, 3.1.1)

d.

Colleagues
Incorrect. Colleagues are not considered common sources of referrals.
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Learning Outcomes
By the end of this unit, you should be able to:
1.

Describe the process of active listening

2.

Demonstrate active listening through the use of verbal and non-verbal cues

3.

Illustrate the barriers to active listening

4.

Identify the various ideal attributes to look out for in a candidate during
interview

5.

Apply various techniques to maintain competitiveness in the recruitment market
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Overview

T

his study unit would illustrate the processes of active listening, the use of nonverbal and verbal cues to demonstrate active listening, and the barriers to active

listening. You would also be introduced to the necessary attributes that are required to
label a candidate as suitable for a job position. Following which, this study unit would
then introduce strategies that could increase the likelihood of successful recruitment of
an eligible candidate.
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Chapter 1: Active Listening Skills
In an interview, the candidate will be speaking for the majority of the time and sharing a
tremendous amount of important information. Therefore, it is of paramount importance
that the interviewers are able to remember such information, utilise it, and relate it to all
the key issues to be addressed. As such, it is crucial that all interviewers practise active
listening to all the answers regardless if they had asked the question.

1.1 What is Active Listening?
Active listening, as the name suggests, is listening actively rather than passively “hearing”
the speaker (Robertson, 2005). Active listening requires one to put in conscious effort and
utilise all his/her senses to try and understand the whole message completely (Knippen
& Green, 1994). Therefore, the first step to active listening is being open-minded about
the message received while attempting to feel empathetic. In addition, active listening is
also about patience and not making conclusions too early into the conversation until the
whole message is brought across.
It was found that when the listener engages in active listening, it would signify interest
in the speaker’s message and thus, encourage the speaker to elaborate more on the point
made (Guion, Diehl, & McDonald, 2011). As such, it will make the conversation more
meaningful and productive. A listener could convey active listening both verbally and
non-verbally. Verbal encouragement in active listening can take the form of simply saying
“ok, I see, go on.” while non-verbal cues can be in the form of nodding one’s head or by
smiling.
By applying active listening skills in a recruitment interview, it would allow the candidate
to feel accepted and be more willing to share additional information that could not be
found elsewhere unless from him/her (Weger, Castle, & Emmett, 2010). It would also give
the candidate time to explore his/her feelings and consolidate his/her thoughts.
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Therefore, active listening requires:
• focus and attention
• conscious effort in understanding the full content of the message
• being patient, understanding and giving respect
• feeling empathetic

Reflect
Think of an experience where you felt like you were truly listened to. What qualities
or attributes did the person exhibit that made you feel like he/she was really listening
to you?

1.2 Processes of Active Listening Skills

Figure 4.1 Active Listening
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1.3 How to Demonstrate Active Listening Skills
Active listening skills can take the form of verbal and non-verbal cues.

1.3.1 Verbal Cues of Active Listening
Acknowledgement. The interviewer should simply vocalise some small verbal comments
like “uh huh” subtly as the candidate speaks to demonstrate that the interviewer is
following what was been said.
Positive Reinforcement. Providing positive reinforcement influences an interview by
further encouraging the candidate. Simple affirmative phrases such as “yes, very good,
indeed” can not only make a candidate feel at ease but also motivate him/her to keep
on going with the interview (Knippen & Green, 1994; Robertson, 2005). It is important,
however, to use these statements sparingly as it could be too distracting to the speaker.
Remembering. A good interviewer practising active listening can demonstrate his/her
attention to the speaker simply by remembering details and concepts from previous
conversations. Vocalising these ideas or bits of information can reinforce the speaker
because it gives the impression that his/her message has been sent, received and
understood by the interviewer.
Questioning. The interviewer can demonstrate active listening skills by asking follow-up
questions that is relevant to what was mentioned by the candidate. This would allow the
interviewer to uncover additional information on the topic of interest (Aamodt, 2007). For
example, “It seems like you are unhappy being in your current team. Could you share with me
which part of working in your current team was the most intolerable for you? What changes would
it take to make you feel better?”
Reflecting. This listening skill is similar to paraphrasing what the speaker has just said
in order to show comprehension. This is a powerful listening skill as it not only gives
the speaker the opportunity to clarify his/her message, but reflect and deepen his/her
elaboration on what he/she is trying to say (Weger, Castle, & Emmett, 2010). This skill
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allows both the interviewer and interviewee the opportunity to deepen understanding
and uncover more information during the interview.
Giving feedback. It is advisable for the interviewer to give some feedback after hearing all
the information from the candidate. This is because it would allow the candidate to gauge
the situation and what should be elaborated more on and what less on. The interviewer
could share some pertinent observations, information, insights and thoughts about what
was said.
Validation. It involves acknowledging the candidate’s feelings and issues. This would
demonstrate your keen genuine interest in understanding the candidate (Knippen &
Green, 1994). An example of validation could be, “It seems really hard that you have been
through these problems and I genuinely appreciate your willingness in sharing this part of your
life with us…”.
Summarising. It involves taking the main points of the message and reiterating those
points in the interviewer’s own words. It is advisable that the interviewer only summarise
after some time such that it would not interrupt the candidate’s flow of speech. By
summarising, it would allow the candidate to feel heard and respected as there was
an effort on the interviewer’s part to remember what was been said. This would likely
encourage the candidate to continue on and elaborate on the various key ideas (Guion,
Diehl, McDonald, 2011). Also, summarising would give the interviewer the chance to
clarify with the candidate.

SU4-7

HRM375

Active Listening Skills, Necessary Attributes, and Promoting The Position

Reflect
Reflect on the times when your friend confided in you regarding any problems he/
she was facing. Have you demonstrated any verbal cues of active listening? Do you
consider yourself a good active listener?
Also do try and confide in your partner on any problems that you are facing currently.
It can be something that is more light-hearted. Do you spot any verbal cues that
indicate active listening?

1.3.2 Non-Verbal Cues of Active Listening
Smile. This is a powerful non-verbal expression which affirms that the messages conveyed
are being heard and understood (Kacperck, 2014). In addition, it would subtly introduce
a sense of approval on what was mentioned.
Eye Contact. This is often used to demonstrate respect and interest in the speaker’s
message. Therefore, in an interview setting, it would allow the candidate to feel respected
which would encourage further sharing and honesty in the information provided.
Posture. People who are listening actively would tend to lean slightly forward,
demonstrating eagerness in hearing more of what was mentioned.
Mirroring. This refers to an automatic reflection of the candidate’s facial expression.
This would demonstrate that the interviewer is following what was being said and
internalising the emotions along with the content (Kacperck, 2014).
Acknowledge. Simple nodding of head would indicate that you are following what was
said and still present at the moment.
Taking down notes. This would signify to the candidate that you are interested in what
was being said and would like to note it down for future reference. In addition, this has an
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added benefit to final decision making process as often times we are unable to remember
all the details of the interview especially after so many candidates (Robertson, 2005).
Distractions. Do not try to multitask during a conversation. Avoid constantly looking
at the clock/watch, doodling, fidgeting, playing with hair, or use your phone. These
behaviours signify lack of interest and active listening on what were conveyed.

Reflect
Reflect on the times when your friend confided in you regarding any problems he/
she was facing. Have you demonstrated any non-verbal cues of active listening? Do
you consider yourself a good active listener? Do you tend to use more non-verbal or
verbal cues of active listening? Which is more natural for you?

1.4 Barriers to Active Listening Skills
Unfortunately, in this day and age, individuals have lost their interest and patience to
tune in to what others are saying. The majority of us are excessively immersed in our own
personal thoughts, and overly enthusiastic to contribute in a conversation to actually pay
attention to others (Lunenberg, 2010). Therefore, active listening is definitely not as easy
as it sounds. However, if one is aware of the potential barriers to active listening, it would
be easier to overcome those barriers and practise active listening.
Some of the common barriers are distractions, noise, interruptions, prejudice, lack of
interest, speaker’s physical appearance, and having a closed mind.

1.4.1 External Distractions
External distractions refer to things in the environment that distract you away from the
candidate (Lunenberg, 2010). In the current age, the majority of the population fall prey to
electronic devices. As such, it is not uncommon to witness someone constantly glancing
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to his/her phone and laptop during a conversation with others. Such act would not only
distract you from important messages conveyed during the conversation, but also signify
that the listener is not interested in the conversation. As such, it might discourage the
candidate from elaborating further on each point. In addition, external distractions also
include environment outside of the room. For example, waiting area or main roads that
could be seen from the room’s window.

1.4.1.1 Strategies to Overcome External Distractions
Therefore, to minimise external distractions, it would be advisable for the interviewers to
face the candidate and switch off their mobile phones. As for laptops, it would be ideal
if the internet connection is switched off such that there would not be any other online
distractions. In addition, it would be ideal to draw the blinds for rooms with window or
transparent door.

1.4.2 Noise
Noise which refers to any unwanted sound is another major barrier to active listening.
This is based on the findings that any unwanted sound would interfere with the listener’s
ability to process and internalise any incoming information. Therefore, it would place an
additional stress on the listener in terms of focusing on and processing of the message
conveyed. Subsequently, it would drain most of the listener’s cognitive ability to stay
focused and engage in active listening. Therefore, noise is a great impediment to active
listening. This particular barrier is especially prominent in video conferencing, telephone
and lunch interview.

1.4.2.1 Strategies to Overcome Noise
It would be advisable to conduct an interview in a quiet room with minimal activities
outside the room. As for video conferencing and telephone interview, it would be
beneficial to brief the candidates about it and advise them to find a place in which there
would be minimal noise before engaging in the interview. For lunch interview, it would

SU4-10

HRM375

Active Listening Skills, Necessary Attributes, and Promoting The Position

be on the onus of the organiser of the interview to source out lunch places which minimal
human traffic.

1.4.3 Interruptions
Interruptions refer to interrupting the candidate while he/she is still speaking. Although
we were all taught when growing up that interrupting others is impolite and should
be avoided, often times as grown ups we tend to still do it. Sometimes, interviewers
might get too excited about certain topics and were eager to share their opinions and
views, therefore, interrupting the candidate’s flow of speech. These interruptions would
no doubt compromise active listening as the interviewers might become too caught up
with their own thoughts that the message conveyed by the candidate is lost (Lunenberg,
2010; Robertson, 2005).

1.4.3.1 Strategies to Overcome Interruptions
To reduce interruptions, the interviewers need to be aware of this tendency and hold their
own thoughts and views till the candidate has finished talking. An ideal time would be
during feedback. This would enable the candidate to feel that he/she is being heard and
be aware of the interviewers’ viewpoints as well.

1.4.4 Prejudice
Prejudice is a preconceived opinion that is not based on hard facts and would usually
be irrational. Prejudices could be based on the person’s identity, such as ethnicity,
prior occupation, age, gender, or appearance. A person with prejudice might engage in
prejudice listening by selectively taking in information that affirms his/her preconceived
opinion to avoid being confronted with something that is in conflict with his/her
preconceived opinion (Robertson, 2005). As such, a prejudiced person would assume
what the speaker would say without taking in all the message conveyed. This essentially
discourages active listening and increases the chance of biased information collected.
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While one is entitled to have his/her own preconceived opinion, it becomes a problem
when it dissuades him/her from engaging in active listening.

1.4.4.1 Strategies to Overcome Prejudice
To overcome prejudice listening, one needs to be aware of his/her own prejudice and
actively check in to spot any prejudice listening. In other words, by being aware,
hopefully one could consciously avoid prejudice listening and switch to active listening.
Additionally, the listener could approach the person with a sense of curiosity which would
motivate the person to engage in active listening to know more about the person that is
beyond the observable traits of the person (Weger, Castle, & Emmett, 2010). Lastly, for
recruitment interview, it would be ideal to have a list of information that is required for
the job role to prevent the interviewers from only asking and recording down information
that is in line with their own prejudice.

1.4.5 Lack of Interest
Lack of interest could mean that the listener is not interested to what was being conveyed
and thus leads to mind wandering (Knippen & Green, 1994; Lunenberg, 2010). In other
words, the person might be physically there but mentally occupied with irrelevant
thoughts like, “What to eat for dinner later?” or “What should I wear for my party this coming
weekend?”

1.4.5.1 Strategies to Overcome Lack of Interest / Mind Wandering
If there is a lack of interest in what was conveyed, try and ask for examples. Examples
are usually more interesting and would be clearer in explaining a point. To prevent
mind wandering, one could try and stay focused by always summarising what was
conveyed. This would encourage the listener to pay more attention such that he/she could
summarise later on.
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1.4.6 Judgemental
The human instinct is to process every bit of information and make a judgment.
-- Schmidt -Therefore, it remains a challenge for the interviewer to refrain from forming a judgement
instantly and start to assess the fitness of the candidate. However, this would lead to bias
listening according to the instant judgement made rather than keeping an open mind
(Knippen & Green, 1994).

1.4.6.1 Strategies to Overcome a Judgemental Approach
As a result, the interviewer needs to be aware of this innate human instinct and
consciously try and adopt a non-judgemental approach. One way that this could be done
would be by taking down all the information provided by the candidate without filtering
out any information.

Watch
Active Listening: Katie Owens at TEDxYouth @Conejo

Reflect
From the many barriers of active listening, which barrier do you relate with the most?
Do you ever find yourself guilty of any barriers? What did you do to address them?
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Chapter 2: Attributes to Look Out For
Though technical skills (hard skills) are essential, it only forms part of the picture when it
comes to identifying the best candidates for the job positions. According to a 2014 survey
conducted by CareerBuilder in United States, 77 percent of hiring managers consider soft
skills equally important as the hard skills. Good soft skills refer to personal qualities and
social attributes that make the person outshine the rest of the candidates.
While hard skills could be easily trained, soft skills are found to be more inherent to
the candidate’s character that is beyond just training (Schulz, 2008). Therefore, when
interviewing candidates, it is crucial that the potential candidates already have these soft
skills. This chapter would elaborate on the various necessary soft skills that would value
add to the job performance of the candidate.

2.1 Effective Communication Style
Effective communication skill refers to the ability to convey opinions, thoughts,
suggestions, answers, and questions in a professional and appropriate manner
(Lunenberg, 2010; Robles, 2012) A candidate’s communication style could be identified
via various mediums even before the face to face interview. Some of these are social media,
email, and phone/Skype interview.
During face-to-face interviews, it is crucial to ask more open-ended questions in order
to gain a greater insight in the communication style of the candidate. As the candidate
responds, be aware of the the effective communication qualities like eye contact, open
body posture which includes leaning forward and unfolded arms and legs.
Other than being aware of the body language, it is also important to see how well the
candidate values effective communication by asking questions like, “Describe a time you
had problem with someone in your team and what was done to resolve it?”. Remember that the
purpose of the question is not about analysing the problem but the focus should be on
how the problem was resolved.
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2.2 Complimentary Attitude to Company’s Culture
According to Mark Murphy’s study across United States, Europe, Canada, and Asia, it was
found that almost 50 percent of the newly-employed workers who were fired or produced
poor performances were not due to the lack of hard skills. Rather, it was due to mismatch
between their attitude, personality and the organisation culture.
A positive attitude was often found to be closely linked with job performance and business
professionalism (Robles, 2012; Schulz, 2008). When a candidate is excited and enthusiastic
about working in the company, it would positively impact the workplace culture and
job performance. This is because attitude is highly infectious in a workplace and would
influence the vibe in the working environment.
To be able to identify the candidate’s attitude, the interviewer could ask questions like,
“How does this job opportunity fit into your career ideals?”. This would reveal the candidate’s
knowledge about the company’s culture and how well he or she could fit in. In addition,
such question could also uncover any intention of using the job just as a stepping stone.

2.3 Teamwork
This is a quality that is of paramount importance as regardless of any position, there would
be times in which the candidate has to collaborate with others in a team. Therefore, any
candidate that does not have the attribute of working well in a team should be taken into
consideration as it might also affect the original team’s dynamics (Robles, 2012).
To determine if the candidate possesses excellent teamwork qualities, the interviewer
could ask questions like “Describe a time in which you completed a project in a team. How
successful was it?”

2.4 Creativity
In the current versatile and competitive world, creativity is a highly-valued soft skill and
would no doubt benefit the job performance. This is based on the idea that people who
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are more creative tend to be able to come up with more “thinking out of the box” strategies
that are more cost effective and efficient when faced with a problem (Robles, 2012; Schulz,
2008).
To determine the creativity level of the candidate, the interviewer could ask, “Share with
me a time in which you and your team ran out of ideas to proceed or curb a problem. What is the
outcome? Did you manage to resolve it in the end?” or “If you only have XX amount of budget
but you had to accomplish a list of XX tasks, how would you go about doing it?”. Strong job
candidates would tend to be enthusiastic and confident to share their creative solutions.

2.5 Flexibility and Resilience
Flexibility refers to the ability to adapt to unforeseen circumstances and different people
with a sense of grace and calmness. It was found that people who are flexible tend
to function better and perform better especially in this versatile world. This is often
built on the idea that people who are flexible tend to be able to apply their skills to a
variety of unforeseen circumstances and solve the problem with more confidence and
ease. Resilience refers to the capacity to recover quickly from difficulties and toughness
(Robles, 2012).
To determine if the candidate is flexible and demonstrates resilience in unforeseen
circumstances, the interviewer could ask questions like, “Describe a situation you experienced
something unexpectedly and how you handled it.”.

2.6 Ability and Willingness to Learn
As any company would continue to improve and strive to maintain its competitiveness in
the market, it is important that its employees are willing to learn and bring their expertise
to greater heights (Robles, 2012; Schulz 2008). Therefore, a strong candidate should possess
a learning attitude towards new things and be comfortable to step out of their comfort
zone to try new things.
Be aware that willingness to learn does not only limit to hard technical skills but also other
soft skills like constantly improve overall wellness and mental well-being. Therefore, if a
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candidate mentions about trying new activities like rock climbing which does not seem to
have any relevance to the job, it is still crucial to note it down as it indicates the willingness
to step out of comfort zone and try new things.
To determine if the candidate is able and willing to learn new things, the interviewer could
ask questions like, “Do continued development and learning appeal to you?” or “What is one
new thing that you have recently learned?”.

2.7 Proactive
Team leader tends to be rather busy with his/her own work and hence he/she might not
have sufficient time and energy to micro-manage his/her team. Therefore, it would be
ideal to have employees who are self-motivated and would take initiative to go an extra
mile to seek out for new tasks to be done.
To determine if the candidate is proactive, the interviewer could ask questions like, “Have
you ever gone the extra mile to complete something beyond your call of duty?” or “Has anyone
complimented that you have done something that exceeds his/her expectation of you? Elaborate if
you do have.”.

2.8 Trustworthy/Dependable
When a company brings someone on board, it would inevitably mean that a huge amount
of trust is placed on the person. Therefore, it is important that the candidate chosen is
dependable and trustworthy in terms of meeting deadlines, sensitive to confidentiality
issues, and turning up for meetings on time (Robles, 2012).
To determine if the candidate is trustworthy/dependable, the interviewer could observe
how well the candidate would own up on his/her mistake and how honest and authentic
the person is. This is because it shows that the candidate has some self-awareness and
would not just cover up his/her mistake but instead own up and learn from it. In addition,
it would be crucial for the interviewer to also do a background check by checking with
the references.
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Activity 1
For each of the attributes to look out for, write down a possible response made by a candidate
that may reveal any indication to him/her possessing the corresponding attribute.
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Chapter 3: Selling the Job to the Candidate
Selling of the job tends to be overlooked during recruitment as superficially it seems as
though only the company is selecting candidates. On the other hand, the best candidates
are also vetting their potential employers as much as the employers are vetting on them.
In other words, it is crucial for the interviewer to understand that interviewing process is a
two-way assessment (Guion, Diehl, & McDonald, 2011). Therefore, if the company wants
to hire the best talent, it is of paramount importance for the interviewer to also convince
the candidate that his/her company and job would best suit the candidate’s needs.
When employers are trying to sell their company, it is effectively selling the company’s
culture, brand, and promises. This includes the tangible aspects of the brand (e.g. good
bonuses, adequate amount of annual leaves, good pay, etc.) and intangible aspects (e.g.
good supportive working environment, high level of passion in their work, etc.).Therefore,
the job of the interviewers is not only about assessing the candidate but also to stir up
sufficient interest among the potential candidates such that the company would be their
first choice of employment (Aamodt, 2007).

3.1 Strategies to Sell the Job/Company
There are a few strategies in which the interviewer could adopt to sell the job/company
in order to maintain competitiveness in the recruitment market.

3.1.1 Know Your Company
In an increasingly competitive world, the best candidates are more likely to base their
decision on the company’s reputation and standing in the society. Therefore, the way that
the company manages that social reputation and standing would play a crucial part in
terms of recruitment success.
Recently, with more choices, graduates in particular tend to lean towards company with
great reputation and strong branding. This was often based on the assumption that
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company with better reputation and branding would aid in their career development on
the basis that there would be a better career progression and training. They would want to
be informed on how the company could aid in developing them and bring them to greater
heights.
However, with that said, it is also not impossible for companies with weaker reputation
and brand to maintain competitiveness with bigger companies. It is on the onus of the
interviewers to be more creative in selling their company. Based on the assumption
that candidates have for company with greater reputation, smaller companies could
focus more on the nature of the job role, the company’s supportive culture, the team’s
dynamism, or clearly illustrate the potential career progression in the company.

3.1.2 Be Prepared
Every interviewer in the room should be relatively familiar with the candidate’s resume
and cover letter to show interest and understanding towards candidate’s skill sets. This
demonstrates that the interviewers have been spending as much time as the candidate to
research about him/her and the companies they previously worked at.

3.1.3 Identify What Your Candidates Want
This would serve as a chance for the interviewer to find out any reservations that the
candidate might have about the job position or the company. In addition, it would also
serve as a platform in which the interviewer could bring out the strengths of the company
while addressing the concerns of the candidate (Aamodt, 2007).
Approach by asking probing questions. For example: “Based on what you’ve heard in this
interview and read in the job posting, we are interested in also hearing your opinion and concerns
about this job opportunity or about our company.” or “What’s most important to you in a
workplace?” or “What makes you leave your previous job?”.
Once the interviewers understand what motivates the candidate to accept the job and stay
in it, they can appeal to the candidate in a more strategic way. For example, if the candidate
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revealed that the main reason for leaving his/her previous job is feeling unsupported,
then the interviewers could emphasise on the supportive environment of the company.

3.1.4 Offer Training Programmes and Interactive Activities
Training programmes and interactive activities would generally be valued by candidates.
This is because it would demonstrate that the company focuses on development and
learning and constantly seeks to achieve greater heights in the competitive market out
there (Aamodt, 2007). This is definitely a more efficient way of showing how your
company maintains a competitive edge in the market rather than just telling them verbally
that the company has been keeping its competitive edge in the market.

3.1.5 Always Maintain a Positive Attitude
Candidates would not have any slight idea of the company’s culture unless they have
someone they know working in the company. Therefore, the only point of reference they
would have would be based on the attitude of the interviewers. As such, the onus is
on the interviewers to display positive attitude, keep an open mind, make them feel
welcome, and appreciated. Always show appreciation for their time and effort to turn up
for the interview. This would allow the candidate to have more positive impression of the
working culture and environment which would no doubt be a plus point when deciding
if they would want to work in the company.

3.1.6 Follow-Through
While following through with potential candidates may seem obvious, it is often
neglected. This is especially true when there are more than one hiring manager because
it increases the chance of miscommunication regarding the follow-up with potential
candidates.
At the end of every interview, it would be ideal to set a realistic expectation and inform
the candidates when they will hear from the company regardless of the outcome. This
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is because in the competitive recruitment market, it is not uncommon to witness eligible
candidates walking away from the company because of the slow recruitment process.
In addition, it is important not to stop communication once the offer is given to the
candidate. It is crucial that the hiring manager prepares for a counter offer especially for
very eligible candidate. This would show the sincerity in hiring the potential candidate
and efficiency in handling human resource matters.

Lesson Recording
Active Listening Skills, Necessary Job Attributes and Promoting the Position
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Summary
1.

Active listening, as the name suggests, is listening actively rather than passively
“hearing” the speaker.

2.

Active listening requires one to put in conscious effort and utilise all his/her
senses to try and understand the whole message completely.

3.

Active listening processes involve: Attending fully, paraphrasing, and reflecting.

4.

Active listening could be demonstrated through both non-verbal and verbal
cues.

5.

Verbal cues include: acknowledgement, summarising, questioning, giving
feedback, and validation.

6.

Non-verbal cues include: smile, eye contact, posture, mirroring, acknowledge,
taking down notes, and distraction.

7.

Barriers to active listening include: external distraction, noise, interaction,
prejudice, lack of interest, and judgemental.

8.

Some of the attributes to look out for: effective communication style,
complimentary attitude to company’s culture, teamwork, creativity, flexibility
and resilience, ability and willingness to learn, proactive, and trustworthy/
dependable.

9.

Strategies to enhance recruitment success include: know your company, be
prepared, identify what your candidates want, offer training programmes and
interactive activities, always maintain a positive attitude, and follow-through.
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Formative Assessment
1.

What is considered a verbal cue for active listening?
a. Mirroring
b. Questioning
c. Posture
d. Eye contact

2.

What barrier to active listening describes the condition where the external
environment takes one’s focus away from the speaker?
a. Prejudice
b. Interruption
c. Noise
d. Distractions

3.

Ideal for positions when candidates would have to work in groups, this attribute
illustrates the trait of strong collaboration skills.
a. Creativity
b. Flexibility and resilience
c. Teamwork
d. Proactive

4.

This attribute seeks to consider how a candidate’s interests, values and skills fit within
the organisation’s culture.
a. Effective communication style
b. Complimentary attitude to company’s culture
c. Ability and willingness to learn
d. Flexibility and resilience
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The following are strategies to sell a job to the candidate except:
a. Coercing candidates with bribes
b. Identifying what candidates want
c. Knowing the company well
d. Offering training programmes and interactive activities

6.

Which strategy can help overcome the barrier of external distractions?
a. Awareness
b. Summarising
c. Provide feedback after the speaker responds
d. Switching off electronic devices

7.

This verbal cue paraphrases or repeats a speaker’s response to invite clarification and
a deeper understanding of his/her answers.
a. Acknowledgement
b. Questioning
c. Reflecting
d. Summarising

SU4-25

HRM375

Active Listening Skills, Necessary Attributes, and Promoting The Position

Solutions or Suggested Answers
SU4-Chapter 2 Activity 1
Chapter 2 covers the common but essential attributes to look out for in candidates and
provides some sample questions to ask to elicit responses that explore these attributes.
Although responses may vary from candidate to candidate and from one job position to
another, below is a list of general possible responses or things to look out for that may
indicate a candidate to possess such attributes:
Attribute

Possible indications of the attribute

Effective

This attribute is best observable by the manner or way a

Communication Style

candidate projects himself/herself and delivers his/her
responses. Key things to consider are the tone, confidence
and accuracy a candidate has in answering.

Complimentary

Responses to this question will vary from one organisation

attitude to the

to another as different companies have their own

company’s culture

organisational culture. Consider the values or strengths
a candidate projects himself/herself with, and see if the
same adjectives or attributes are in line with the company.
This not only shows a candidate is complimentary to the
work culture, but it also indicates his/her knowledge of the
company and what kind of individuals it is looking for.

Teamwork

Candidates who mention working well in groups, illustrate
the importance of interpersonal skills and collaboration
are strong indicators of the attribute of teamwork.
Individuals who not only work independently but work well
collaboratively are seen as assets in various job positions and
settings.
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Attribute
Creativity

Possible indications of the attribute
Responses that involve passion, determination and an
enthusiastic approach to problems are often indicators of
creative individuals. An interviewer may even compare
responses and find which candidate came up with novel or
unique ideas during the interview.

Flexibility and

Adaptability is strong indicator if a candidate is flexible

Resilience

and resilient. If asked questions regarding changing work
environments or dealing with high stress situations,
candidates that respond favourably and value working
under pressure are likely to be flexible and resilient across
different conditions.

Ability and

Candidates that value personal growth and career

willingness to learn

development satisfy key indicators of their ability to
willingly learn new things. Candidates that show a driven
and positive outlook are usually motivated to further their
knowledge and show patience in learning these new skills.

Proactive

Candidates that are not rigid with assigned duties and
responsibilities, and are willing to step beyond comfort
zones are often proactive individuals. Being proactive means
going beyond what is expected and engaging in altruistic
activities. By the mention of having initiative, the heart for
service, and seeking the welfare of others, candidates are
likely to be proactive if they mention these traits.

Trustworthy/

Responsibility and accountability are important

Dependable

considerations for this attribute. If candidates value their
roles and know their responsibilities very well, they are
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Attribute

Possible indications of the attribute
likely to be trustworthy and dependable when assigned with
tasks.

Formative Assessment
1.

What is considered a verbal cue for active listening?
a.

Mirroring
Incorrect. Mirroring or the automatic reflection of a candidate’s expression is
a non-verbal cue for active listening. (See SU4, 1.2.2)

b.

Questioning
Correct. Questioning is a verbal cue that allows the interviewer to ask
relevant follow- up questions to the candidate. This not only shows that
the interviewer is listening, but it also allows a candidate to further
elaborate on his/her responses. (See SU4, 1.2.1)

c.

Posture
Incorrect. Maintaining the right posture is a non-verbal cue for active
listening. (See SU4, 1.2.2)

d.

Eye contact
Incorrect. Having eye contact is a non-verbal cue for active listening. (See
SU4, 1.2.2)

2.

What barrier to active listening describes the condition where the external
environment takes one’s focus away from the speaker?
a.

Prejudice
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Incorrect. Prejudice is holding preconceived notions and biases on a
candidate that colours one’s impression of them. (See SU4, 1.3.4)
b.

Interruption
Incorrect. This refers to interrupting a candidate while he/she is still
speaking. (See SU4, 1.3.3)

c.

Noise
Incorrect. Noise refers to any unwanted sound that hinders active listening.
(See SU4, 1.3.2)

d.

Distractions
Correct. External distractions such as electronic devices often interrupt
and distract one’s attention from the speaker. These external distractions
take the focus away from the speaker and it may discourage him/her from
further elaborating on his/her responses. (See SU4, 1.3.1)

3.

Ideal for positions when candidates would have to work in groups, this attribute
illustrates the trait of strong collaboration skills.
a.

Creativity
Incorrect. Thinking outside of the box, creative individuals come up with
unique and novel ideas. (See SU4, 2.4)

b.

Flexibility and resilience
Incorrect. This attribute pertains to highly adaptable individuals. They are
flexible and resilient in different situations, especially even in high stress
conditions. (See SU4, 2.5)

c.

Teamwork
Correct. This attribute pertains to individuals that work well
collaboratively in groups. (See SU4, 2.3)

d.

Proactive
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Incorrect. A proactive attitude drives individuals to go beyond what is
expected of them. (See SU4, 2.7)
4.

This attribute seeks to consider how a candidate’s interests, values and skills fit within
the organisation’s culture.
a.

Effective communication style
Incorrect. This attribute refers to the ability to convey opinions, thoughts and
answers in a professional and appropriate manner. (See SU4, 2.1)

b.

Complimentary attitude to company’s culture
Correct. This attribute is essential to make sure that individuals working
in the company are compatible to the pre-existing culture and conditions
in the organisation. (See SU4, 2.2)

c.

Ability and willingness to learn
Incorrect. This attribute refers to individuals that continually seek personal
growth and development. (See SU4, 2.6)

d.

Flexibility and resilience
Incorrect. This attribute pertains to highly adaptable individuals. They are
flexible and resilient in different situations, especially even in high stress
conditions. (See SU4, 2.5)

5.

The following are strategies to sell a job to the candidate except:
a.

Coercing candidates with bribes
Correct. This is not an appropriate strategy to sell a job to candidates.
Although some individuals offer attractive salaries and benefits, coercion
especially with bribes should never be considered.

b.

Identifying what candidates want
Incorrect. This is an effective strategy to sell a job to a candidate. (See SU4,
3.1.3)
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c.

Knowing the company well
Incorrect. This is an effective strategy to sell a job to a candidate. (See SU4,
3.1.1)

d.

Offering training programmes and interactive activities
Incorrect. This is an effective strategy to sell a job to a candidate. (See SU4,
3.1.4)

6.

Which strategy can help overcome the barrier of external distractions?
a.

Awareness
Incorrect. This strategy fights against the barrier of prejudice. By being aware,
an interviewer can be mindful of his/her inclination to make prejudices
based on his/her preconceived notions. (See SU4, 1.3.4.1)

b.

Summarising
Incorrect. Summarising is a strategy against losing interest. Interviewers may
actively engage in summarising to keep themselves focused and interested
in the candidate’s responses. (See SU4, 1.3.5.1)

c.

Provide feedback after the speaker responds
Incorrect. This strategy addresses the barrier of interruption. Interviewers
can save their feedback after the speaker answers instead of interrupting
him/her mid-speech. (See SU4, 1.3.3.1)

d.

Switching off electronic devices
Correct. External distractions often take the form of electronic devices, so
switching them off will offer an interviewer a better environment to focus
on the interview and the candidate. (See SU4, 1.3.1.1)

7.

This verbal cue paraphrases or repeats a speaker’s response to invite clarification and
a deeper understanding of his/her answers.
a.

Acknowledgement
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Incorrect. These are short phrases or statements that encourage a speaker to
carry on with their responses. (See SU4, 1.2.1)
b.

Questioning
Incorrect. The interviewer can demonstrate active listening skills by asking
follow up questions that is relevant to what was mentioned by the candidate.
(See SU4, 1.2.1)

c.

Reflecting
Correct. By paraphrasing and repeating responses, an interviewer not
only clarifies a candidate’s response, but the candidate is also given the
opportunity to elaborate and share more information. (See SU4, 1.2.1)

d.

Summarising
Incorrect. This skill involves taking the main points of the message and
reiterating them in the interviewer’s own words. (See SU4, 1.2.1)
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Learning Outcomes
By the end of this unit, you should be able to:
1.

Describe the different biases an interviewer may exhibit towards candidates in
selection interviews

2.

Identify the bias exhibited in particular situations

3.

List the strategies to overcome biases in interviews

4.

Use the appropriate and suitable types of questions to ask millennial candidates
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Overview

T

his study unit will explore the various selection biases in the interview process.
Such biases, often committed by interviewers can influence candidate selection

outcome. As such, the study unit will also explore different strategies to combat and
overcome common interview biases. Lastly, the study unit will tackle millennials and how
best to conduct interviews with candidates from that generation.
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Chapter 1: Biases in Selection
Recent research has suggested that due to the social nature of interviews in personal
exchange of information between people, it increases the chance for social biases to
slip in and influence the outcome of the interview. Biases during interviews refer
to preconceived beliefs and ideas that influence the interviewer’s judgement of the
candidates unknowingly (Feldman, 1981). This would in turn affect the hiring accuracy
and decision. Therefore, it is of paramount importance to be aware of the various biases
and strategies to overcome those biases so as to increase the accuracy and fair assessment
of an interview. This chapter will explore the various biases an interview may commit in
selection interviews. Such biases influence and jeopardise the validity and quality of the
outcome in selection interviews.

1.1 Halo/Horn Effect
The Halo and Horn effects refer to the propensity of allowing a strong impression of the
candidate to affect all the perceptions or judgements about him or her. In other words, by
simply having one strong impression, all other variables are viewed similarly regardless
of the content (Schoorman, 1988). If impressions are in a favourable light, it is known as
the halo effect. Conversely, if candidates are viewed in an unfavourable light, it is known
as the horn effect.
An example of halo effect would be that if the interviewer’s strong impression of the
candidate is, “she went to this particular good university, she must be smart”, and anything
subsequently mentioned by that particular candidate would be evaluated in the same
light. For example, she might have missed answering an important question in the
interview, but the interviewer will simply assume that she must have known the answers
because, from the interviewer’s presumption of the candidate from coming from such a
good university, she is viewed as competent and smart. Based on one strong and good
variable from a candidate, all other perceptions and judgements will be viewed favourably
in the halo effect.
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In contrast, the horn effect would view candidates poorly based on simply one strong
but negative variable (Macan & Merritt, 2011). For example, an interviewer might hold a
global impression associating obesity with laziness − he might think of a certain candidate
as “well he looks obese, so he must be lazy.” Building on that negative bias, any subsequent
information mentioned by that candidate would be evaluated in the same light. An
interviewer may assume that “perhaps due to his laziness, he could not stay in his previous job
that required high physical activity.”
Both the halo and horn effects impact and influence candidate selection negatively. When
negative or positive impressions outweigh the true character and ability of a candidate, it
compromises the validity of assessing a particular candidate in job selection interviews.
The assessment and selection of candidates must be based on facts and the truth to make
a fair and unbiased appraisal of them. If an interviewer is influenced by the halo effect
on a particular candidate, an average candidate may be viewed as superior compared to
other candidates who are actual-ly more competent but were not influenced by the halo
effect. Similarly, the horn effect imposes an unfair bias to a candidate who may actually
be competent and deserving for a particular position, but because of one flaw, he/she is
viewed negatively altogether.

1.2 Contrast Effect
Contrast effect refers to the tendency to allow the standard of previous candidates to affect
the judgements made about current candidates (Wexley, Sanders, & Yuki, 1973). Contrast
effect occurs when an interviewer compares candidates based on who came before or
after them, often disregarding other attributes and emphasising on negative and positive
qualities alone. For example, a candidate that was viewed favourably competent in a
previous interview will likely put the next candidate in an unfavourable light, simply just
by coming after a candidate that was exemplary. In the same way, a very poor interview
of a candidate will automatically put the next candidate in a favourable light by virtue of
comparing and contrasting the two candidates against each other.
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For example, if an average candidate comes after a very poor candidate, the average
candidate would appear to be far more suitable and qualified than he/she actually is.
An incorrect assessment of his/her abilities is simply produced by contrasting him/her
with a poor candidate. Similarly, if a candidate comes after an exemplary applicant, the
candidate would seem far less capable and competent for the posi-tion. In reality, he/she
is actually suitable for the position, but because of the contrast effect, he/she is viewed as
otherwise.
The contrast effect would potentially cause a problem in the accuracy of selection
interviews in the event that previous candidates were either very good or very poor. This is
due to the fact that any candidate who is interviewed after them would appear to be either
better or worse than the previous candidate. The assessment of candidates would then
be based on a mere contrast and comparison and not based on their actual abilities and
competencies (Wexley, Sanders, & Yuki, 1973). By simply contrasting one candidate with
another, an interviewer fails to fairly assess candidates and gives a shallow and biased
assessment of a candidate in the selection interview.

1.3 Stereotyping
Stereotype refers to any preconceived concepts, thoughts, or beliefs imposed upon
specific types of individuals or entire group that are widely adopted. These concepts,
thoughts, or beliefs may or may not accurately reflect reality and are often a way of
oversimplifications of the individuals or groups involved (Feldman, 1981; Macan &
Merritt, 2011). Stereotypes make sense from an evolutionary perspective as stereotype
arises due to the use of preconceived concepts, thoughts, or beliefs to govern much of one’s
daily decision making especially in the context of interacting with unfamiliar individuals.
Additionally, stereotyping is a form of a mental shortcut or heuristic technique, as forming
such stereotypes plays a role in organising and chunking together information about a
particular demographic. Individuals belonging to such a classification or demographic
will automatically adopt the same qualities exhibited by other individuals in the same
group. As a selection bias, it fails to recognise the uniqueness and individuality of people,
whether or not they are part of a particular demographic. Adopting a stereotypic bias
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delimits the actual qualities and competencies a candidate has by simply cate-gorising
him/her to fall within a stereotype. Stereotypes thus alter and influence the course of the
selection process; interviewers may treat and view candidates differently.
According to research, stereotyping tends to slip into the interviewing process as in
essence, it involves interactions between strangers (Macan & Merritt, 2011). Therefore,
as part of human nature, it is highly likely that an interviewer would draw from any
implicit attitudes or stereotypes that he/she has regarding the candidate’s appearance
or demographics which unfortunately would greatly affect the accuracy of the interview
outcome. Interviewers, for example, may assume that a female candidate would prefer
a desk job instead of working outdoors. This stereotype thus would alter the types of
questions that would be asked in the interview and the overall impression an interviewer
has of the candidate.

1.4 Negative Emphasis
Generally speaking, candidates would always have positive and negative qualities
attached to them. As there are no perfect individuals, there will always be some qualities
that are identified as strengths and also weaknesses inherently present in a candidate. An
interviewer may adopt bias by focusing on a candidate’s weaknesses and disregarding
all other positive information or strengths. Negative emphasis refers to placing more
emphasis and weightage on negative information (Macan & Merritt, 2011). As such,
it would result in inaccurately rejecting a potential candidate due to a small amount
of negative information. This could be a potential problem as it was suggested from
research that humans tend to give roughly twice the weight to unfavourable information
as compared to favourable information.
For example, the candidate might have all the traits that it takes to be a good per-forming
sales person but was rejected due to the absence of leadership experiences. The absence
of one particular attribute outweighs all the other positive qualities presented by the
candidate. This bias is detrimental to the selection process, as no candidate is exempt from
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weaknesses or unfavourable qualities; the negative em-phasis bias inaccurately rejects
suitable and competent individuals on the basis of small flaws.
Although similar to the horn effect, the negative emphasis bias departs from the former
by highlighting key negative information that is actually presented. Whereas in the horn
effect, one negative attribute dictates all other subsequent information to be perceived
negatively as well.

1.5 Similar-To-Me Error
This error refers to selecting candidates based on the similarity of their personal
characteristic to the interviewer’s characteristic rather than job-related criteria (Macan &
Merritt, 2011; Schoorman, 1988). It applies to different dimensions of similarity like habits,
values, working style, and demographic variables. This similar to me error was found to
be a partial outcome of the inclination for people to be able to relate and empathise better
to individuals that are similar to them and tend to have a soft spot for them. Additionally,
research has shown that superior ratings tend to be positively correlated to the similarity
of the subordinate to him/her.
In conditions where an interviewer will have several similar qualities with the candidate,
the candidate will appear favourably in the eyes of the interviewer. A more than fair-rating
is given to the candidate that shares similar qualities to the interviewer. For example, a
candidate with similar personality traits, went to the same school and took the same major
as the interviewer will be viewed altogether favourable and positively. These personal and
professional similarities will then determine and greatly influence how the interviewer
would favour this particular candidate − simply by their mere similar characteristics, not
the actual job compe-tencies a candidate is equipped with.

1.6 Order Effects
Order effects refer to the quality of information based on the order or timing in which
they were presented (Macan & Merritt, 2011). If information is presented most recently
(recency effect) or first among many (primacy effect), certain information may be given
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more emphasis, which results in bias. Order effects present themselves more often in
cases where an interviewer has to go through a list of several or many candidates. In this
situation, interviewers are likely to remember either their first or last encounter for the
day. Furthermore, according to the serial position effect coined by Hermann Ebbinghaus,
individuals are likely to remember information that was presented first and last, while the
information in between is often recalled poorly.

Figure 5.1 Serial Position Effect
(Source: CliffsNotes, Memory Storage, “The Serial Position Curve”)

1.6.1 Recency Effect
The recency effect refers to the tendency of an interviewer to be overly influenced by
the most recent candidate in any given selection process (Macan & Merritt, 2011). This
tends to be more prevalent in the event when there was insufficient time in between each
candidate to evaluate each candidate individually before the next candidate and thus the
decision was reserved to the end of the whole selection process. As such, the recency effect
would tend to result in an increase in favourable impression of the most recent candidate
interviewed.
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1.6.2 Primacy Effect
On the hand, the primacy effect refers to the tendency for interviewers to remember and
favour the first applicant (Macan & Merritt, 2011). Instead of being overly influenced by
the most recent candidate, such as in the case of the recency effect, the primacy effect
emphasises the first candidate amongst the subsequent candidates that followed the first.

Both the recency and primacy effect impose detrimental effects in the selection process
in two ways: first, it tends to disregard applicants in between the first and last. Second,
it emphasises the first and last candidates on the sole basis of their order of appearance
in a list − whether they are actually competent or not is irrelevant to the interviewer’s
recollection of them. What matters is that their order of appearance generally dictates the
interviewer’s emphasis of their application compared to other candidates in the middle.

1.6.3 Confirmation Bias
Confirmation bias refers to the tendency to look for supporting evidence to confirm
an initial preconception and overlook any contradictory information. This could be
done through: being bias towards any preconceived beliefs they hold, mental filtering
of information that supports their own self-serving conclusions, and conforms to any
implicit stereotypes or attitudes they hold (Macan & Merritt, 2011). All these processes are
otherwise known as belief perseverance. Often, this bias tends to occur unknowingly. This
could be the result of human nature to be overly confident of their initial judgement and
therefore unwilling to acknowledge that their initial judgement might be inaccurate.
In the context of recruitment interviews, interviewers would fall prey to confirmation bias
by gathering and recording information that supports their initial judgement and ignore
or explain away contradictory information. When an interviewer creates a hypothesis or
opinion about a particular candidate before actually meeting him/her, the interview will
then serve as an avenue for interviewers to confirm their preconceived judgements for
that candidate. For example, if an interviewer viewed a particular university to produce
quality and exemplary students, he/she will phrase and direct the interview to elicit
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the same qualities out of the candidate coming from such university. Through adopting
a self-fulfilling prophecy, by merely seeking to confirm preconceived biases made on a
candidate, an interviewer fails to accurately screen applicants.

Watch
Viral Video: Never Judge a Candidate by their CV
Above is a link to an article from HRM Asia. Read the article and the video below it.
What are your thoughts on the video? Would reviewing resumes alone be a sufficient
source of information in the selection process? How important are selection interviews
in assessing candidates?
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Activity 1
The following are scenarios of biases towards a candidate. On a separate sheet of
paper, indicate what bias the interviewer committed in the selection interview.
1.

An interviewer assumed a particular candidate to be strong and athletic
because he was African American. He was automatically granted the
position of the head of the physical education department.

2.

Despite all the many positive qualities a particular candidate has presented
in the interview, one minor flaw seemed to have out-weighed all the
desirable traits and the applicant was rejected.

3.

Out of the several applicants an interviewer has gone through in one day,
the interviewer seems to only remember and favour the first applicant.

4.

Because a previous candidate messed up several answers in his interview,
the subsequent candidate, although average, was viewed far more capable
and suitable for the position compared to the candidate before him.

5.

An interviewer favourably views a candidate based on the sole impression
of him/her appearing attractive, well-groomed and well kept.
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Chapter 2: Strategies to Overcome Biases
2.1 Note Taking
Note taking involves requiring the interviewer to record down all the relevant information
about the candidate that would be necessary for an accurate hiring decision. This would
ensure that the interviewer would not only rely on more salient information that he/
she could remember from the interview when making hiring decision (Wexley, Sanders,
& Yuki, 1973). Therefore, this would also reduce recency effect in the event that there
is insufficient time in between candidates for discussion and evaluation. This is because
this would allow all the interviewers to be able to compare candidates within the pool of
applicants fairly without having to rely on salient information only.

2.2 Observe and Avoid Assumptions
This means that an interviewer should constantly be mindful not to make any assumptions
and only record information that is presented during the interview. Always use evidence
and not emotions to effectively and accurately make a hiring decision (Holbrook, Green,
& Krosnick, 2003). Therefore, unless backed up with evidence, words like “gut”, “think”,
or “feel” should not influence the hiring decision.

2.3 Be Open-Minded and Aware
Keep an open mind is definitely one of the valuable traits to have during a selection
process as it invites more relevant information to be uncovered. This is because
criticism and preconceived judgement or stereotypes could act as barriers to an open
communication (Holbrook, Green, & Krosnick, 2003).
In addition, being aware of own biases and bring them to a conscious level would allow
one to suppress those biases and arrive at an unbiased decision. This is because when an
interviewer becomes more aware of the possibility that his/her biases might bias his/her
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decision, he/she would be more conscious and put in more effort to overcome the biases
so that a more accurate decision could be made.
Therefore, controlling your biases starts by being aware of the biases that you have and
being open-minded about the information received during an interviewing process.

2.4 Be Well-Rested and Stay Focused
It was found that relying on stereotypes and biases tend to be positively correlated to
the amount of cognitive load. In other words, when the interviewer is experiencing high
cognitive load, there would be an increased tendency to use stereotypes and biases to
aid in decision making. Therefore, it is important that the interviewing process should
be adequately spaced out such that the cognitive load of the interviewers would not be
overloaded.

2.5 Increasing Accountability
Increasing accountability could be done through requiring the interviewers to ex-plain the
reasons for selecting a particular candidate in a form of a short paragraph. This method
was found to reduce and eliminate judgement error as it decreases the likelihood of the
interviewers making unsupported decisions that are based on “gut instinct”.

2.6 Use Structured Recording Tools
Structured recording and evaluating tools refer to a standardised form that the interviewer
could use to record specific experiences and skills like teamwork and communication
proficiency. An example of structured recording and evaluation tool could be a rubric with
relevant headings, questions and blank space for recording the candidate’s responses. This
rubric could help to moderate the credit given to one particular qualification or experience
of the candidate as it keeps things balanced.
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Structured recording tools and the objective assessment of candidates greatly increase
the validity and reliability of the selection process. Through the structured format and
the inclusion of the relevant aspects of a job position (e.g. the necessary competencies,
skills, knowledge, attributes, etc.), an interviewer is better reminded to assess candidates
accurately and fairly.
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Figure 5.2 Sample Candidate Interview Evaluation Form
(Soure: Tripartite Alliance for Fair & Progressive Employment Practices. “Interview Evaluation Form”
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2.7 Conduct a Phone Screening Prior to the Interview
This strategy is based on the less personal nature of a phone interview which would no
doubt naturally reduce biases (Holbrook, Green, & Krosnick, 2003). This is because it
eliminates visual cues and forces the interviewer to focus on the general fit, experiences,
and skills that are solely relevant for the job specification. In addition, this initial
connection with the candidate based on his/her skills and experience would reduce the
influence of an actual first impression during a face-to-face interview.

Reflect
Have you ever experienced exhibiting any biases towards the people you meet?
Outside the field of HRM or in other social settings, which of the biases do you observe
to occur more often than the others? What did you do to caution yourself against
forming these biases?
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Chapter 3: Interviewing Millennials
With the rise of millennials entering the workforce, it is of paramount importance for
interviewers to be acquainted with the best strategies and suitable questions to ask
candidates from this generation. Preparing to recruit millennials requires a different set
of approach in which the interview questions should give such candidates the chance to
shine and show their future employers what benefits they would get from joining the
organisation (Raines, 2002).

3.1 The Millennial Generation
The millennial generation refers to individuals born in the early 1980’s to the 1990’s.
Coming after Generation X (born in the 1960’s and 1980’s), this generation is also called
the “Generation Y” (Ng, Schweitzer, & Lyons, 2010; Raines, 2002). Today, most millennials
are in their late teen years to their early 30’s, and it is no surprise that a rising majority of
them are either entering the workforce or already a big part of it.
Being the first generational cohort to grow up and live fully immersed in digital
technology, their characteristics are influenced heavily in aspects concerning their
political, social and cultural attitudes. Millennials are generally confident, self-expressive,
liberal and more receptive to the changing times, ideas and ways of living. Compared to
other generations, millennials are more civic-oriented and respond more to larger societal
needs than their individual needs. Being more politically engaged for the welfare of others,
they are more open-minded, more supportive of gay rights and equal rights for minorities.
As lines between nationalities, culture and ethnicities are blurred, immense globalisation
has also made millennials adopt a global mind and be less patriotic. Millennials are global
citizens that value diversity and sustainable living for all walks of life (Ng, Schweitzer, &
Lyons, 2010).
Compared to other generations, millennials are the largest and most education generation
in Western history. Compared to previous generations, a larger percentage of millennials
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pursue graduate studies. This is notable to consider in the workforce as most
millennials may not have as much work experience, but have an advantage in their
educational background. Millennials are the most technologically savvy cohort and
without a doubt, adapt faster and better to the digital world than any other previous
generations. Millennials are also entrepreneurial. Being the generation with the most
startup companies, millennials are ambitious, enthusiastic, creative and innovative. As
pragmatic idealists, millennials strive to take on a more agentic role in not only seeking
individual opportunities, but more importantly opportunities for the world and the
people surrounding them.

Watch
Generations Throughout History
For your better understanding of the contexts and the emerging qualities in different
generations, above is a link to a video about the different generations throughout
history.

3.2 Interview Questions
Like every other generation, each cohort displays key and unique qualities that set them
apart from other generations. It is thus important, that as interviewers, to know not only
the context that brought about these qualities in a generation, but the best questions and
strategy to ask to elicit the strengths and competencies a particular generation has (Ng,
Schweitzer, & Lyons, 2010; Raines, 2002). The following sub-topics would be used to
introduce various interview questions that could be more suitable for millennials.
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3.2.1 What have you done in the past, be it school or external events, which
will increase your suitability for this job?
This question is suitable for millennials given that most of them would not have a
great deal of working experience. Therefore, by asking those about their experience in
school or any external events could allow the interviewer to be able to identify any
transferrable experiences. In addition, this type of question would allow the candidates
to feel appreciated despite their lack of experience in the working world.

3.2.2 Have you ever been tasked to do something that is difficult for you,
like reporting to school early in the morning or late at night? How did you
overcome it?
This type of interview question would be able to identify the millennial candidates’ ability
to cope with a task that requires compromises to be made or conform to standards that
they disagree with. Subsequently, this kind of question should be followed by explaining
the most unpleasant aspect of the job. Although interviewing also involves selling the job,
it is still better to try and scare the candidate away then expecting a high turnover rate
after recruitment. After all, a candidate who is still keen about the job despite the negatives
would most likely last the longest in the job. Additionally, compared to other generations,
millennials change jobs more frequently. Being upfront about the characteristics of the
job, whether positive or negative, would allow the millennial candidates to size up their
suitability for it, and be less likely to quit or change jobs later on.

3.2.3 Have you ever been rejected for a promotion or an award that you
expected to get? How did you react to it?
This question is particularly important for millennials as it was found that they are used
to be getting numerous participation rewards and recognition. Therefore, this question
would allow the interview to determine their awareness on the working reality that not
everyone is able to win and re-ceive recognition for everything and how resilient they are
in this aspect.
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3.2.4 What kind of expectations do you have in terms of your relationship
with your boss?
Millennials typically do not have a formal relationship with a boss. Millen-nials prefer
casual and friendly relationships with everyone regardless of position. Therefore, this
question would allow the interviewer to assess how the millennial candidate will
approach professional relationships especially with an authority figure such as that of
a boss. This question allows the interviewer to be aware of what to expect out of the
candidate in terms of holding working relationships.

3.2.5 Tell me a time in which you had to handle a conflict with someone in
person.
Millennials tend to be more comfortable with confronting or settling conflict through
digital platforms such as social media or text. Sometimes for millennials, calling before
texting may even be considered obtrusive and rude. Telephone skills are not necessarily a
millennial’s strongest suit; therefore, for positions that require open interaction between
people, interviewers must consider this aspect of the millennial candidate. Asking him/
her questions how he/she handles difficult situations over the phone or in person would
allow the interviewer to understand the communication and social skills of the candidate.
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Read
Van Rooy, D. (2015). 12 Interview questions you should always ask millennials. Inc.
Web. Retrieved from: https://www.inc.com/david-van-rooy/9-interview-questionsyou-should-always-ask-millennials.html on January 22, 2018.
DeZube,

D.
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Lesson Recording
Selection Bias and Strategies to Overcome Them and Interviewing Millennials
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Summary
1.

Biases in selection influence and jeopardise the validity of the assessment and
selection of candidates. These biases are:
• Halo/Horn Effect
• Contrast Effect
• Stereotyping
• Negative Emphasis
• Similar to Me Error
• Recency Effect
• Primacy Effect
• Confirmation Bias

2.

Strategies to overcome biases include:
• Note Taking
• Observe and avoid forming assumptions
• Be open minded and aware
• Be well rested and stay focused
• Increasing accountability
• Use structured recording tools

3.

Millennials have different characteristics and personality traits that set them
apart from other generations. Thus, it is essential to be aware of not only
their context and their emergent qualities arising from it, but also the suitable
questions and strategy to approach the millennial candidate with in job selection
interviews.
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Formative Assessment
1.

What bias in the selection process refers to the tendency of an interviewer to view
candidates as generally favourable or unfavourable based on just one impression?
a. Halo/Horn Effect
b. Contrast Effect
c. Impression Effect
d. Recency Effect

2.

This generation is known to be more open-minded, idealistic, and tech sav-vy
compared to other generational cohorts.
a. Generation X
b. Generation Y
c. Generation Z
d. Baby Boomers

3.

When an interviewer’s preconceived assumptions and judgement about a certain
demographic colour his/her perception and understanding of the applicant hailing
from the same group, he/she is committing ________ bi-as.
a. Judgement
b. Contrast Effect
c. Stereotyping
d. Horn Effect

4.

This bias describes the tendency for an interviewer to better remember and give more
importance to the first and last candidate he/she has encountered.
a. Contrast Effect
b. Order Effects
c. First and Last Effect
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d. Confirmation bias
5.

An interviewer favours a particular candidate because they both grew up in the same
home town and went to the same secondary school. The interviewer is influenced by
the ________ bias.
a. Stereotyping
b. Negative Emphasis
c. Confirmation
d. Similar-to-me Error

6.

The following are strategies to overcome bias, except:
a. note taking
b. use structured recording tools
c. be well rested and stay focused
d. use mental shortcuts like stereotypes to save time
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Solutions or Suggested Answers
SU5-Chapter 1 Activity 1
1.

Stereotyping
• The interviewer automatically assumed that the African American
candidate was athletic. By holding the stereotype that many individ-uals
from that demographic are athletic, the interviewer may have falsely
assumed the athletic abilities of the candidate and worse, may have
disregarded other qualities that are relevant for the job position.

2.

Negative Emphasis
• Although the candidate has presented several positive qualities for the
job, the interviewer gave a heavy emphasis on one undesirable trait. This
negative emphasis failed to consider the many qualities that deemed the
candidate suitable for the position just by the heavy emphasis on the
candidate’s minor flaw.

3.

Primacy Effect
• The interviewer in the given situation gave emphasis and favoured the
first applicant. This is an example of the primacy effect, when only the first
candidate stood out and the interviewer has failed to accu-rately assess
every other candidate following the first.

4.

Contrast Effect
• Due to the fact that the previous applicant did terribly in the interview,
the next applicant, by contrast, appeared to be much more suitable and
capable for the position in the eyes of the interviewer. In cases like this,
average candidates may appear to be more exceptional than they really
are if they simply followed a poor candidate.

5.

Halo Effect
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• The interviewer’s impression of the candidate as attractive, positively
coloured the interviewer’s judgement on all other attributes of the
candidate. Based on one positive quality, the interviewer assumed and
saw all other aspects of the candidate in the same light. Additionally,
some research has shown that conventionally attractive and well-groomed
individuals have better chances of getting hiring and promoted— this is
a manifestation of the halo effect.

Formative Assessment
1.

What bias in the selection process refers to the tendency of an interviewer to view
candidates as generally favourable or unfavourable based on just one impression?
a.

Halo/Horn Effect
Correct. An interviewer commits the halo/horn effect bias when one
attribute (positive or negative) influences all judgements and assessments
made on the candidate in the same light. (Refer to SU5, 1.1)

b.

Contrast Effect
Incorrect. The contrast effect is the marked difference between two
consecutive candidates just by determining a clear contrast between them.
One applicant appears to be the exact opposite of another. (Re-fer to SU5, 1.2)

c.

Impression Effect
Incorrect. There is no impression effect.

d.

Recency Effect
Incorrect. The recency effect refers to better remembering and giving more
emphasis on the last or most recent candidate. (Refer to SU5, 1.6.1)

2.

This generation is known to be more open-minded, idealistic, and tech sav-vy
compared to other generational cohorts.
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a.

Generation X
Incorrect. Generation X are people born in between the 1960’s to the 1980’s.
They came before the millennials.

b.

Generation Y
Correct. Generation Y, also known as the Millennial Generation are
viewed to be more open-minded, idealistic and tech savvy compared to the
generations before them. (Refer to SU5, 3.1)

c.

Generation Z
Incorrect. Generation Z is the younger generation that came after the
millennials. Growing up in a technologically advanced world, they are also
as adaptive to technology as millennials.

d.

Baby Boomers
Incorrect. The baby boomer generation is the age cohort that came before
Generation X. These are the babies born right after the wars, where a great
rise in population was observed.

3.

When an interviewer’s preconceived assumptions and judgement about a certain
demographic colour his/her perception and understanding of the applicant hailing
from the same group, he/she is committing ________ bi-as.
a.

Judgement
Incorrect. There is no judgement bias.

b.

Contrast Effect
Incorrect. The contrast effect is the marked difference between two
consecutive candidates just by determining a clear contrast between them.
One applicant appears to be the exact opposite of another. (Re-fer to SU5, 1.2)

c.

Stereotyping
Correct. Stereotyping is a mental shortcut to categorise similar
individuals from a certain demographic. By organising these preconceived

SU5-28

HRM375

Selection Biases and Strategies to Overcome Them, and Interviewing Millennials

assumptions of them, an interviewer may fall for the stereotyping bias and
fail to accurately assess an employee for actual job related specifications.
(Re-fer to SU5, 1.3)
d.

Horn Effect
Incorrect. The horn effect is negatively viewing a candidate as a whole based
on simply one negative attribute. (Refer to SU5, 1.1)

4.

This bias describes the tendency for an interviewer to better remember and give more
importance to the first and last candidate he/she has encountered.
a.

Contrast Effect
Incorrect. The contrast effect is the marked difference between two
consecutive candidates just by determining a clear contrast between them.
One applicant appears to be the exact opposite of another. (Re-fer to SU5, 1.2)

b.

Order Effects
Correct. Order Effects include both the primacy and recency effect. These
describe the tendency that interviewers tend to remember and give more
importance to the first and last en-counters they had. (Refer to SU5, 1.6)

c.

First and Last Effect
Incorrect. There is no first and last effect.

d.

Confirmation bias
Incorrect. The confirmation bias is the interviewer’s tendency to direct
interviews to seek out specific responses that confirm an interviewer’s
expectations of a particular candidate. (Refer to SU5, 1.7)

5.

An interviewer favours a particular candidate because they both grew up in the same
home town and went to the same secondary school. The interviewer is influenced by
the ________ bias.
a.

Stereotyping
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Incorrect. Stereotyping is a mental shortcut to categorise similar individuals
from a certain demographic. (Refer to SU5, 1.3)
b.

Negative Emphasis
Incorrect. In the case of presenting both positive and negative qualities, the
negative emphasis bias is the tendency for an interviewer to heavily focus on
the negative qualities while disregarding the desirable or positive qualities.
(Refer to SU5, 1.4)

c.

Confirmation
Incorrect. The confirmation bias is the interviewer’s tendency to direct
interviews to seek out specific responses that confirm an interviewer’s
expectations of a particular candidate. (Refer to SU5, 1.7)

d.

Similar-to-me Error
Correct. The similar-t0-me error is the tendency for an interviewer to
favour applicants that share similar qualities with him/her. (Refer to SU5,
1.5)

6.

The following are strategies to overcome bias, except:
a.

note taking
Incorrect. This is a strategy to overcome bias. (Refer to SU5, 2.1)

b.

use structured recording tools
Incorrect. This is a strategy to overcome bias. (Refer to SU5, 2.6)

c.

be well rested and stay focused
Incorrect. This is a strategy to overcome bias. (Refer to SU5, 2.4)

d.

use mental shortcuts like stereotypes to save time
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Correct. Using mental shortcuts such as stereotypes is not a strategy to
overcome bias. In fact, using mental shortcuts such as stereotypes results
in bias. (Refer to SU5, 1.3)
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Learning Outcomes
By the end of this unit, you should be able to:
1.

Define what is Motivational Interviewing

2.

Outline the elements of Motivation Interviewing

3.

Describe the processes and core communication skills involved in Motivational
Interviewing

4.

Make connections on how Motivational Interviewing can be used in leadership
roles and dealing with individuals in the workplace

5.

Explain how the communication skills and processes in Motivational
Interviewing can be applied in a recruitment interview
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Overview

T

his study guide will explore Motivational Interviewing and its application
outside of Counselling Psychology— particularly in leadership roles and

recruitment interviews in a corporate setting. You will first be acquainted with the basic
principles, methods and skills behind Motivational Interviewing. This study guide will
then focus on how the core communication skills and certain principles in Motivational
Interviewing can be made applicable in the workplace.
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Chapter 1: What is Motivational Interviewing?
1.1 Definition
Motivational Interviewing (MI) was originally crafted by William R. Miller and Stephen
Rollnick for the purposes of clinical or counselling psychology. The primary application
of MI targeted addiction as it aimed to elicit behavioural change in problematic drinkers.
In this regard, it involves systematising conversations so that individuals change their
behaviour based on their own values and interest. The same principles used in MI are also
often applied to a variety of mental health issues primarily to address the problem of low
motivation to change (Miller & Rollnick, 2013).
MI is generally a goal-oriented interviewing style found in clinical settings that aims
to communicate with the purpose of eliciting change. A clinician directs conversations
by engaging the client through a collaborative partnership, focusing on specific areas to
evoke change within a client’s own terms, values and realisations. While recognising and
respecting the client’s autonomy within an atmosphere of compassion and acceptance, the
main role of a clinician is to strengthen one’s own motivations for change and guide the
client into taking the necessary actions for change.

1.2 Key Elements of Motivational Interviewing
The “spirit” of MI describes the manner in which this technique is employed. MI takes
inspiration from Carl Roger’s client-centred approach as it focuses on recognising an
individual’s autonomy and power within themselves to make changes within one’s life
(Miller & Rollnick, 2013; Miller & Moyers, 2008). This is all exercised and achieved within
an environment of compassion and acceptance set by the clinician.
The 4 key elements in MI are as follows: Partnership, Acceptance, Evocation and
Compassion. These 4 elements are the underlying principles that guide conversations in
MI and are present within each process of MI.
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1.2.1 Partnership or Collaboration
MI is described as a collaborative process between the individual and the interviewer.
More than just a technique, it is a partnership between two people communicating in an
open and engaging environment. This partnership is grounded on the point of view and
subjective experiences of the individual, while the interviewer takes on the role of guiding
and strategically directing conversations toward change (Miller & Rollnick, 2013).
Through a collaboration, we establish rapport and more importantly trust. Change is
achieved through a partnership between client and counsellor. When a client comes in
seeking for help regarding change, a counsellor cannot create change on his or her own.
It requires the full attention, commitment and interest of the client, while the counsellor
merely guides and directs change within the client’s zone of comfort.
Instead of exhorting change out of clients through persuasion and argument, MI focuses
on exploring a person’s interests and providing support. Through this, it creates an
environment that is conducive to change not coercive or forceful. As such, MI does not
dictate or trick a person into changing, rather it is a process of activating his/her own
motivation and resources for change.

1.2.2 Acceptance
The definition of acceptance in MI does not mean we wholly accept a person’s behaviour
and simply comply to the existing conditions. Rather, what we mean by acceptance in MI
takes on heavy inspiration from the works of Carl Roger’s Person-Centered Theory (Miller
& Rollnick, 2013). This includes the 4 Aspects of Acceptance: Absolute worth, Autonomy,
Accurate Empathy, and Affirmation.
Absolute Worth
Acceptance begins in recognising and placing importance on an individual’s inherent
worth and potential. It is the kind of acceptance that respects another individual as
a separate person, regardless of his/her past, present and future. It is having an
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“unconditional positive regard” or acceptance without conditions of worth. The opposite
would be holding an attitude of judgement, wherein we fail to see and understand the
individuality of a person. By making judgements, we not only delimit our understanding
of him/her as a person but we also ignore the value of his/her unique individuality.
Autonomy
A positive view of humanity recognises that people have the freedom to choose for
themselves. By having faith and confidence in their capacity for self-direction, we honour
their autonomy. When we recognise their autonomy, we acknowledge their freedom to
choose for themselves. In contrast, by being coercive and controlling, we constrain their
capacity to choose by imposing limits on what they can and cannot do.
Accurate Empathy
The therapeutic skill of empathy as described by Carl Rogers is ‘the ability to sense
an individual’s inner world of private meanings as if it were your own’. Showing
accurate empathy is having an active and genuine interest to understand an individual’s
perspective. It is an effort to make the individual feel that we acknowledge his/her frame
of reference. This departs from “sympathy”, where we feel pity or sorrow for someone
else’s situation. Rather than feeling sympathetic for someone, empathy is knowing and
understanding what the person is thinking and feeling.

1.2.3 Affirmation
Acceptance also comes with affirmation. To affirm someone is to positively acknowledge
his/her determination, effort and inherent strengths. In affirming someone, we not only
make him/her realise his/her worth and potential, we also encourage him/her in the
process.

SU6-6

HRM375

Motivational Interviewing

Definition of Acceptance
Taken together, these four person-centered conditions convey what we mean by
“acceptance”. One honors each person’s absolute worth and potential as a human
being, recognises and supports the person’s irrevocable autonomy to choose his or her
own way, seeks through accurate empathy to understand the other’s perspective, and
affirmsthe person’s strengths and efforts.
From: “Motivational Interviewing: Helping People Change”
by William R. Miller and Stephen Rollnick, page 19)

1.2.4 Evocation
MI operates on the principle that the individuals’ power to convince themselves towards
effective and transformational change rests on them alone. More often than not, people
respond poorly to orders and change rarely occurs from simply telling people to do
so (Miller & Rollnick, 2013; Miller & Moyers, 2008). Whereas if we evoke ideas out of
individuals, they are more likely to follow through with their own thoughts and feelings
to make a conscious effort for change. That is, MI approaches individuals by drawing out
rather than imposing ideas.
By evocation, we approach individuals by viewing them as inherently possessing the
necessary resources for change. While acknowledging a person’s strengths and capacity
for change, an interviewer’s key responsibility is not to dictate actions but rather to bring
forth an individual’s very own motivation for change. As the interviewer recognises
and understands the perspective of the individual, communication is directed towards
allowing the individual to convince and motivate himself/herself towards effective
change.
To better understand the concept of evocation, below is an analogy between the two
different approaches to education.
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Understanding Evocation
Consider two different approaches to education. The first is to lecture, essentially
to insert knowledge. Open up the head, install facts, and suture. The corresponding
Latin verb is docere, which is etymological root of doctrine, docent, indoctrinate, docile
and doctor. The perspective starts very much from a deficit model, that the person is
lacking what is needed. There is a time and place for this kind of teaching, but usually
it is not very effective in helping people change.
The contrasting approach is to draw out (literally in Latin, e ducere) as in drawing
water from a well. From an MI perspective, the assumption is that there is a deep
well of wisdom and experience within the person from which the counselor can draw.
Much of what is needed is already there, and it’s a matter of drawing it out, calling it
forth. The MI practitioner is therefore keenly interested in understanding the client’s
perspective and wisdom.
From: “Motivational Interviewing: Helping People Change”
by William R. Miller and Stephen Rollnick, page 21)

1.2.5 Compassion
“To be compassionate is to actively promote the other’s
welfare, to give priority to the other’s needs.”
From: “Motivational Interviewing: Helping People Change”
by William R. Miller and Stephen Rollnick, page 20)
Compassion in MI is not understood as merely a feeling of sympathetic concern, but it is
a purposeful commitment in seeking for the best alternatives or outcomes for the welfare
of others.
Above all, compassion must remain an essential key spirit of MI. People may
collaboratively engage with others, accept them wholly as individuals and evoke their
very own thoughts and values but without compassion, the practice of MI would be
incomplete. Techniques of building a partnership, acceptance and evocation, can in some
cases be used to exploit others. However, with compassion, the efforts of an interviewer
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remain grounded on a principle that is aimed to serve others for their best interest (Miller
& Rollnick, 2013; Miller & Moyers, 2008).

Spirit of MI

From: “Motivational Interviewing:
Helping People Change”
by William R. Miller and Stephen
Rollnick

The Three Definitions of Motivational Interviewing
Layperson’s definition. Motivational Interviewing is a collaborative conversation
style for strengthening a person’s own motivation and commitment to change.
Practitioner’s definition. Motivational Interviewing is a person-centred counselling
style for addressing the common problem of ambivalence about change.
Technical definition: Motivational Interviewing is a collaborative, goal-oriented style
of communication with particular attention to the language of change. It is designed to
strengthen personal motivation for and commitment to a specific goal by eliciting and
exploring the person’s own reasons for change within an atmosphere of acceptance
and compassion.
From: “Motivational Interviewing: Helping People Change”
by William R. Miller and Stephen Rollnick, page 29)
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Reflect
Although generally a communication or interviewing style in a clinical setting, how do
you think you can apply the spirits of MI in dealing with individuals in the workplace?

Think of instances, perhaps when you were assigned a leadership role, and you had to
deal with members of a group that needed to make changes in their behaviour in order
to function more efficiently. How might you be able to strategise communications
using MI to positively evoke these changes?

1.3 The Four Processes in Motivational Interviewing
MI follows a sequential and recursive process. This means that processes build from the
previous stage in a sequential manner and they also may go back to a previous process.
As such, the processes in MI may flow into another, overlap and revert to a previous stage
(Miller & Rollnick, 2013; Miller & Moyers, 2008). This is best illustrated as stair steps —
where later processes build upon a previous one and it continues to exist and operate as
a foundational process.

SU6-10

HRM375

Motivational Interviewing

1.3.1 Engaging
MI begins with establishing an engaging atmosphere for communication. Just like most
social encounters, first impressions play a vital role in setting the climate for future
interactions (Miller & Rollnick, 2013). Even in settings outside of the clinical practice of
MI, engagement or establishing a working alliance between individuals is an essential and
necessary step for a variety of social interactions across different fields.
Through the initial process of engaging, both the interviewer and interviewee connect
and establish an effective and productive relationship. Engagement often begins when
establishing rapport, but as processes of MI tend to be recursive, engagement must remain
a key process that operates throughout the course of the interview. To effectively practise
MI, an engaging environment is a necessary primary condition that continues to exist
through the succeeding processes.

1.3.2 Focusing
Once an engaging environment for communication has been set, an interviewer takes on
the task of focusing the conversation to a particular agenda. Focusing must take place to
ground the interview and lead it to a particular direction (Miller & Rollnick, 2013; Miller
& Moyers, 2008).
In the practice of MI, and particularly in clinical settings, this step is essential in
determining what problems are to be addressed and what goals an individual seeks
out of change. During counselling, interviewers place emphasis on the concerns of the
individuals, help them find their motivation for change and guide them to the fulfilment
of their goals. Through focusing, we are able to maintain and direct conversations to
effectuate change.
Outside of MI, the process of focusing is an essential process to promote direction and
maintain relevance during the interview. It gives the power and responsibility to the
interviewer to guide communication towards meeting a particular agenda or end goal.
Whether it is to inquire about the experiences of a particular candidate in a job interview
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or to conduct a performance review for an employee, focusing an interview helps establish
a direction and fulfil an intended purpose.

Reflect
How can the process of focusing remedy some of the disadvantages of asking openended questions? (See 2.2.2)
How can the presence or absence of focusing impact the course of an interview?

1.3.3 Evoking
As previously mentioned, evocation is the spirit of MI that operates on the principle that
individuals have the inherent resources and capacity for change. Interviews in MI are not
designed to create motivations for change, dictate or persuade an individual to do so, but
rather it is to evoke or elicit existing desires for change while an interviewer merely guides
the individual towards realising their agenda (Miller & Rollnick, 2013).
As a process, evoking is having the individual voice out his/her own concerns and reasons
for change. This step aims to elicit an individual’s own motivation for change as the
interviewer gathers the person’s very own thoughts and feelings about his/her reasons
for change and ways to achieve it. This is done mainly through the use of open ended
questions. Here, an interviewer gives the individual the opportunity to elaborate on his/
her pressing concerns and motivation for change. The use of reflective listening/questions
(2.4) also facilitates evoking as novel ideas are not imposed onto the individuals, but rather
their own statements are thrown back at them for further exploration.

1.3.4 Planning
Finally, once an individual exhibits “change talk” or the outward expression of his/her very
own desire and agenda for change, planning can take place to be able to form concrete
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plans of action to realise his/her goals. Planning takes place when an individual has
become less interested on the ‘why’s’ of change and starts to focus on the ‘how’s’ of change
(Miller & Rollnick, 2013).
Planning can take place when individuals have conquered their ambivalence towards
change. At this point, they develop a sense of commitment and start to seek and formulate
a specific plan of action on how to go about achieving their goals. Conversations about
action involves eliciting the individuals’ very own strategies to concretise their goals
within their own comfort zones.
When individuals vocalise their motivation and outward expression for the desire
for change, an interviewer’s key role is to now recognise and strengthen that voice.
Through the process of elaboration, affirmation and reflection, an interviewer guides
the individuals towards drafting their own plan of action that encapsulates their own
values and strategies towards change. Guidance on the part of the interviewer involves
promoting an individual’s autonomy and capability to create the plan of action that works
best for them.

Reflect
Which out of the 4 processes in Motivational Interviewing do you think is most
applicable in an interview, especially in establishing rapport and making the
interviewee feel comfortable?
What would happen if an interview was not engaging and lacked focus? How will
the interview go about?
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Chapter 2: Core Communication Skills in Motivational
Interviewing
One of the primary goals of MI is establishing an engaging relationship with the person
we are interacting with. After being acquainted with the spirit of MI, that is —partnership,
acceptance, evocation and compassion, which creates the environment where people are
encouraged to communicate, the core communication skills in MI are the strategies that
we can employ to evoke individuals to share their thoughts with us.

2.1 OARS
When we practise the core communication skills in MI, we set the stage for an environment
that facilitates engagement and effective communication. The core communication skills
in MI involve: Asking Open questions, Affirming, Reflecting and Summarising, or in an
acronym it is simply OARS (Miller & Rollnick, 2013). Although these core communication
skills are more often used strategically for counselling in a person centred approach, these
communication skills are very applicable for use in other fields as they are foundational
tools for establishing mutual understanding.

2.1.1 Asking Open Questions
Asking open questions is the first skill under OARS. Before discussing the value and
purpose of open questions as an effective communication skill, let us first differentiate
open-ended questions from closed-ended questions.

2.1.1.1 Open vs Closed Questions
Asking questions come in either an open- or a closed-format. A closed question is usually
answerable by “yes or no”, “true or false”, or “A or B”. These types of questions are
the ones we often see in an objective type of test where we must choose an answer out
of choices already provided for us. These types of questions ask for specific, short and
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quick answers that do not permit expressing one’s deeper thoughts— they are merely
brief answers to simple questions. In everyday communication or in an interview, these
questions may sound something like “did you go to college” and with that a person is only
limited to answering either “yes” or “no”.
Open questions on the other hand invite an individual to reflect and elaborate. It is
very important in MI to be able to gather as much information on an individual’s
internal frame of reference (Miller & Rollnick, 2013). Open-ended questions are designed
to encourage individuals to answer in full meaningful answers that may reveal an
individual’s subjective knowledge and feelings. If we were to frame the above closedformat question into an open-ended question, it would probably go something like “What
was your experience like in college?” and from which we would be able to hear an individual
elaborate on his/her experience of going to college. As these types of questions invite
individuals to think before answering, they elicit longer, more informative responses that
provide an open and engaging environment for sharing.

2.1.1.2 Open-ended Questions
With open-ended questions, we find that answers yield more information that we might
have otherwise missed if we went through a checklist when asking questions in a closed
format. In the practice of MI, open-ended questions strengthen a collaborative relationship
as they play a key role in inspiring motivation and planning a course towards change
(Miller & Rollnick, 2013).
Open-ended questions play a vital role in inviting reflective thought. The more open
ended questions we ask, the more we provide an individual with opportunities for
exploring one’s thoughts. In this sense, it may be better to ask few but very thought
provoking open-ended questions as opposed to asking several closed-ended questions
that limit exploration and reflective thought.
Advantages of Open-Ended Questions
• Permit unlimited number of possible answers.
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• Individuals can answer in detail while interviewer can qualify and clarify
responses.
• Unanticipated answers can be revealed. As opposed to closed-ended questions with
a forced choice format, individuals can answer outside the limits already provided
for answers.
• They permit inquiry into complex issues.
• Allow for creativity, self-expression and richness of detail.
• Reveal an individual’s logic, thought processes and internal frame of reference.
Disadvantages of Open-Ended Questions
• Different respondents give different degrees of detail in answers.
• Answers to questions may be irrelevant or buried in useless detail.
• In tabulating responses, comparisons and statistical analysis may be difficult.
Coding questions may be too general for respondents who lose direction in
answering questions.
• Open-ended questions require more effort, thought and time not only in answering
questions but conducting the interview itself.
• People may find open-ended questions intimidating.

Activity 1
Imagine that you are tasked to screen participants for a particular position. You have
to interview 5 prospective talents for the position of a receptionist.
Applying the core communication skill of asking open-ended questions, list down
5 open-ended questions that you think would best reveal an individual’s skills,
knowledge and experience in the field that would deem him/her suitable for the
position.
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2.1.2 Affirming
Affirming is an essential communication skill that primarily serves to support and
encourage individuals. Affirmations are statements that acknowledge the strength, efforts
and behaviours aimed at attaining change (Miller & Rollnick, 2013). The recognition
of these affirmative statements then builds the individuals’ confidence and in return
increases their self-efficacy towards achieving their goals. Through the acknowledgement
of one’s strengths and efforts, affirmation serves a positive function to not only motivate
and encourage individuals but also strengthen relationships.
Affirming takes a heavy influence on the MI spirit of autonomy by recognising the
inherent worth and capacity of individuals. Through this acknowledgement, individuals
are reminded of their positive qualities and are inspired to utilise their strengths towards
their accomplishing their agenda for change.
Affirmation also has strong empathic undertones as it seeks to understand individuals’
frames of reference to be able to recognise their efforts and strengths. The
acknowledgement of such positive qualities and actions must come from a genuine belief
that capitalises on what is actually true about the person. Affirmations do not blindly
praise an individual, rather they are positive statements that recognise what is true and
real for the person.

2.1.3 Reflective Listening
Reflective listening is a communication strategy that allows interviewers to not only
clarify an individual’s response, but deepen their understanding and invite reflective
thinking. Interviewers practise reflective listening by emphasising the inner wisdom of
the person and by focusing primarily on the message being relayed by the individual
(Miller & Rollnick, 2013; Miller & Moyers, 2008). Through the use of reflective statements,
interviewers project the very same message relayed to them back to the individual
for him/her to further reflect on his/her own thoughts. By providing individuals
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opportunities for reflection, they are able to explore and better understand their desires
for change and thus fostering their motivations for it.
Levels of Reflective Statements
Reflective listening can range from simply repeating a person’s statements to assessing
the individual’s emotion as conveyed in their responses. These statements altogether are
used in order to clarify the original message and to invite the individual to reflect on his/
her own statements. There are several levels of reflective listening:
Repeating/rephrasing
The interviewer merely repeats the statement made by the individual or uses synonyms to
rephrase what has been said. These statements stay identical or very close to the original
message.
Paraphrasing
More than just rephrasing or using synonyms, paraphrasing involves a restatement
with inferences. It ties together the original message with an inference based on the
understanding of the interviewer.
Reflection of feeling
The deepest form of listening involves assessing the emotional component of one’s speech.
Here, an interviewer detects the possible emotions felt by the individual based on his/her
own statements.
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Reflect
Have you ever had conversations with really good listeners? Think about what they
said or did in the conversation that made you feel like they were truly listening to you.

Did they use reflective statements to clarify the things you were saying? How did
reflective statements facilitate the conversation?

Watch
“Build your active listening skills with reflective statements”

2.1.4 Summarising
Finally, providing a summary is a specific application of reflective listening by tying
together and offering back all the reflections and realisations made by the individual.
Summaries demonstrate an interviewer’s attention to what the person has been saying
all along. By providing a restatement of all the important points made throughout the
process, an individual feels that his/her thoughts are not only heard but valued as well.
Summaries allow individuals to see the bigger picture of their situation by simultaneously
hearing their responses (Miller & Rollnick, 2013; Miller & Moyers, 2008).
Summaries serve 3 functions. First, it is to collect a series of interrelated experiences shared
by the individual. By asking ‘what else?’, an interviewer continues to collect information
by detecting any missing links or bits of information during the interview process. It aims
to ensure clear communication between the interviewer and interviewee by summarising
the progress made so far, and by asking if anything was left out of the summary. This
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provides the individual the opportunity to fill in any points of discussion that were
omitted in the summary.
Second, summaries link various points of the discussion together. By connecting these
points together, an interviewer promotes understanding and invites reflection on the
various experiences and thoughts shared throughout the discussion. Summaries pool
together the desires, motivations, and strategies for change made and expressed by the
individual.
Lastly, summaries allow interviewers to transition. By pulling together relevant details,
an interviewer can shift from one point of the discussion to the next. After an individual
elaborates on a particular topic, a transitional summary can recount all the information
that has been shared and the interviewer can segue into another point of inquiry.
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Chapter 3: Application of Motivational Interviewing
3.1 In Organisational Settings
In Chapters 1 and 2, we have discussed what MI is and how it works as an effective
tool in eliciting change especially in clinical settings. However, MI deals with practical
and effective approaches to communicating and is very applicable in various settings and
fields. This chapter will focus on how certain processes and communication strategies in
MI can be useful in organisations.

3.1.1 Theory X and Theory Y
In the field of industrial organisational psychology, studies on human motivation and
management led Douglas McGregor to formulate his theory on Theory X and Theory
Y (Carson, 2005; McGregor, 1967). These theories depict two contrasting models on
workforce motivation. According to these models, the manner in which supervisors view
and manage their subordinates affects worker motivation and efficiency. Operating as
a self-fulfilling prophecy, the model illustrates that if managers believe their workers
are inefficient, then workers will exhibit such behaviour expected of them. As such, the
assumptions and predispositions a supervisor has on their employees influence their work
ethics, outcome and satisfaction.
Theory X
Theory X illustrates the condition that supervisors believe workers are inherently lazy,
unmotivated and unwilling to work. Assuming that workers are unproductive, Theory
X supervisors are sceptical, watchful and impose strict supervision of their subordinates.
Being mistrustful of employees, their managerial style often results to coercion, applying
forceful measures such as punishment and threat to get employees to work and produce
expected outcomes (Carson, 2005; McGregor, 1967).
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Supervisors who adopt a Theory X mindset often struggle with power and maintaining
good relations with their workers. As a reaction to coercive and punitive managerial
styles, employees in turn perform negatively and exhibit poorer work ethics. This view
of individuals accurately represents the idea that humans react unfavourably to force
and controlling measures. The same goes for the practice of MI; if interviewers were
to approach individuals in this manner, people will tend to be defensive, arrogant and
reluctant to change.
Theory Y
In contrast, Theory Y managers view workers in a more positive light. They believe
workers are talented, productive and thrive in engaging work environments (Carson,
2005; McGregor, 1967). They assume workers enjoy what they do and that they have
the innate capacity for self-direction and self-regulation. Believing that workers have
this intrinsic potential, Theory Y supervisors rely less on supervision and adopt a
more trusting and encouraging managerial style. Theory Y supervisors assume the
responsibility and task of providing the right atmosphere for growth, that is conducive for
motivation, creativity, productivity and engagement in the workplace. Adopting a Theory
Y disposition has great benefits for an organisation. Theory Y supervisors are often valued
as they drive people to success and evoke an individual’s strengths and potential.
Similarly, Theory Y operates on the similar ideas and assumptions of MI. In this regard,
it places a great emphasis on the spirit of autonomy, trust, evocation, and engagement.
Below is a table to compare the similar principles that operate within Theory Y and
Motivational Interviewing.
Table 6.1 Principles of MI and Theory Y

Principles in MI
Autonomy

Theory Y
Having a positive view of their workers,
Theory Y managers recognise innate
talents and the autonomy of their
workers. This individualistic perspective
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Principles in MI

Theory Y
of individuals drives Theory Y managers
to promote a democratic atmosphere.
Their managerial style involves
very little supervision and greater
responsibility and freedom are granted
to their subordinates.

Trust

Since Theory Y supervisors believe
that their employees are skilled and
productive enough to produce quality
products that meet or even exceed
standards, they place great trust and
belief in their capabilities.

Evocation

Theory Y managers believe in the
inherent worth, untapped capacities and
potential of their workers. As such, the
supervisor’s key role is not to control or
elicit work out of their employees but
to simply guide workers into realising
their potential within the conducive and
optimal conditions set for them by the
manager.

Engaging

Theory Y supervisors believe that they
have the responsibility to maintain the
necessary conditions for growth. With
the provision of an autonomous, trusting
and engaging work environment,
workers are intrinsically motivated to
excel and work more efficiently.
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Watch
“Motivating People Using Theory X and Theory Y”

3.2 Leadership Roles
As previously mentioned, the practice of MI can be used in a variety of situations and
contexts. Since MI was designed to address the common problem of ambivalence towards
change, individuals in leadership positions may use the same principles to elicit change
in workers with low motivation or unfavourable work attitudes. Through the use of MI,
leaders may incite motivation in their workers to get individuals to do what they need
to do without force. For example, leaders may want to approach difficult employees in
a warm and encouraging manner rather than a coercive and threatening one. Leaders
holding management positions may also use MI on workers that require some form of
behavioural change to increase worker efficiency. Through this, leaders are able to guide
workers into change by helping them recognise their innate skills, motivation and capacity
for work.
The practice of MI has also been found useful in dispute mediation and conflict resolution.
The success of MI in this application can be attributed to the good listening and
communication skills required for the practice of MI. Using the core communication
skills in MI, leaders can inquire and investigate conflict through the use of open
ended questions, properly pay attention to both parties through reflective listening, and
efficiently summarise findings to reach a verdict or resolution.

3.3 Recruitment Interviews
Consider the communication strategies utilised in the practice of MI. You will find that the
core communication skills or OARS (asking open questions, affirming, reflective listening
and summarising) are very applicable to interviews even outside the clinical sense. This
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is because MI utilises practical and general strategies that are conducive in producing
favourable atmospheres for communication.
Interviewers may follow a semi-structured interview format that involves both open- and
closed-ended questions. More often than not, open-ended questions usually offer more
depth regarding an individual’s experiences — information that is vital in recruitment
interviews. Reflective statements also allow interviewers to clarify answers and give
interviewees another opportunity to elaborate on their responses. Lastly, summarising is
an important communication tool as it tests an interviewer’s attention to detail and ability
to link responses.
The MI process of engaging and focusing is also necessary for any interview to be
productive. If an interviewer failed to establish rapport or an engaging atmosphere,
interviewees would not feel comfortable. This situation would often jeopardise the climate
for efficient and open communication. Focusing is also a necessary process because asking
open-ended questions allows for the possibility of irrelevant responses or answers getting
buried in detail. If interviewers made use of the focusing process, they equip themselves
with the power to guide and direct interviews.
Overall, the processes, communication skills, and underlying principles of MI have a
very wide application in settings that require social interaction. From eliciting motivation
and dealing with difficult workers in leadership roles to conducting engaging and
efficient recruitment interviews, MI aids in providing the necessary conditions for optimal
communication between individuals.

Lesson Recording
Motivational Interviewing
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Summary
1.

Motivational

Interviewing

is

a

collaborative,

goal-oriented

style

of

communication with particular attention to the language of change. It is
designed to strengthen personal motivation for and commitment to a specific
goal by eliciting and exploring the person’s own reasons for change within an
atmosphere of acceptance and compassion.
2.

The four key aspects underlying the spirit of MI are:
• Partnership
• Acceptance
◦ Absolute Worth
◦ Accurate Empathy
◦ Autonomy
◦ Affirmation
• Compassion
• Evocation

3.

The four processes in MI are:
• Engaging - establishes a connection and working relationship
• Focusing - develops and maintains a specific plan of action towards
change
• Evoking - elicits an individual’s very own motivations for change
• Planning - involves both developing the commitment to change and
formulating a concrete plan of action

4.

The key communication skills used in MI (OARS):
• Asking open questions
• Affirming
• Reflecting
• Summarising

SU6-26

HRM375

Motivational Interviewing

5.

The principles of MI can be applied in leadership positions to help motivate
workers into behavioural change. Using the core communication skills used in
MI, it can also be used in recruitment interviews to facilitate engagement and
efficient communication between interviewer and interviewee.
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Formative Assessment
1.

What is the correct sequence of the processes of MI?
a. Focusing, Engaging, Planning, Evoking
b. Engaging, Evoking, Focusing, Planning
c. Planning, Evoking, Engaging, Focusing
d. Engaging, Focusing, Evoking, Planning

2.

The MI spirit of acceptance has 4 aspects. What are these?
a. autonomy, respect, appreciation, affirmation
b. admiration, affirmation, accurate empathy, absolute worth
c. absolute worth, autonomy, accurate empathy, affirmation
d. accurate empathy, acknowledgement, admission, absolute worth

3.

Which industrial organisational theory shares the same principles as MI?
a. Theory X
b. Theory Y
c. Theory Z
d. Person-Centred Theory

4.

The deepest form of listening involves assessing the emotional component of one’s
speech.
a. Reflection of feeling
b. Reflective listening
c. Emotive listening
d. Paraphrasing

5.

Which spirit of MI recognises the inherent worth, capacity and resources an
individual has for change?
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a. Evocation
b. Compassion
c. Acceptance
d. Collaboration
6.

What does OARS stand for?
a. Open questions, Accepting, Reflective thinking, Selective listening
b. Open questions, Active listening, Reflective listening, Selective listening
c. Organising, Affirmation, Reactive listening, Summarising
d. Open questions, Affirmation, Reflective listening, Summarising

7.

Which process of MI manages the course of conversations into a specific direction?
a. Engaging
b. Focusing
c. Planning
d. Evoking
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Solutions or Suggested Answers
SU6-Chapter 2 Activity 1
There are several open-ended questions that can inform an interviewer about an
individual applying for the position of a receptionist. Here are some possible open-ended
questions that you may ask in such interview:
• Can you tell me more about your previous experiences?
• How do you think your work in the past has prepared you for this position?
• What personal qualities do you have that are most applicable to the position of a
receptionist?
• How would you describe an ideal receptionist?
• In your previous work, describe your main responsibilities and duties of the
position.
• Can you give an instance where you were required to multitask? How did you go
about accomplishing all your tasks?
• What do you feel is the most important skill a receptionist must have and why?
• Describe how you would handle difficult or angry customers.
• How do you manage clashing appointment schedules?
In contrast, closed questions elicit responses that are much shorter than open questions.
For a comparison, here are some closed-ended questions that would also work in the same
recruitment interview for a receptionist.
• Where did you previously work?
• What was your previous position?
• What is your typing speed level?
• Are you comfortable with flexible hours?
• Can you multi-task?
• Are you familiar with Microsoft Word and Excel?
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It is important to consider, that for recruitment interviews, it may be best to use a
combination of closed- and open-ended questions in order to obtain all the necessary
information about an individual’s skills, knowledge and experiences.

Formative Assessment
1.

What is the correct sequence of the processes of MI?
a.

Focusing, Engaging, Planning, Evoking
Incorrect. Before focusing, there must be engagement. (See SU6, 1.3)

b.

Engaging, Evoking, Focusing, Planning
Incorrect. Although engaging is the first step, it must be followed by focusing,
evoking then planning. (See SU6, 1.3)

c.

Planning, Evoking, Engaging, Focusing
Incorrect. Before planning must occur, there must be engagement, focusing,
then evoking. (See SU6, 1.3)

d.

Engaging, Focusing, Evoking, Planning
Correct. MI begins with engaging with the individual, focusing
conversations towards a specific direction, evoking one’s motivations
for change and finally, planning a course of action to achieve desired
outcomes. (See SU6, 1.3)

2.

The MI spirit of acceptance has 4 aspects. What are these?
a.

autonomy, respect, appreciation, affirmation
Incorrect. Although we must always respect individuals, it does not appear
as one of the 4 aspects of acceptance. Appreciation is not an aspect of
acceptance. (See SU6, 1.2.2)

b.

admiration, affirmation, accurate empathy, absolute worth
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Incorrect. Admiration is not an aspect of acceptance. (See SU6, 1.2.2)
c.

absolute worth, autonomy, accurate empathy, affirmation
Correct. The 4 aspects of acceptance include: recognising the absolute
worth and autonomy of a person, and providing accurate empathy and
affirmation in conversations with them. (See SU6, 1.2.2)

d.

accurate empathy, acknowledgement, admission, absolute worth
Incorrect. Acknowledgement and admission are not aspects of acceptance in
MI. (See SU6, 1.2.2)

3.

Which industrial organisational theory shares the same principles as MI?
a.

Theory X
Incorrect. Theory X managers view employees as unmotivated. As such,
managers resort to coercion and force to elicit productivity out of their
workers. This view of individuals and the manner in which they are treated
are contrary to the principles of MI. (See SU6, 3.1.1)

b.

Theory Y
Correct. Theory Y managers trust in the autonomy, intrinsic worth and
talent of their employees. Viewing them in this light, managers evoke
the inherent resources out of their employees by providing an engaging
environment for performance and growth. Theory Y thus shares similar
principles as MI by virtue of autonomy, trust, evocation and engagement.
(See SU6, 3.1.1)

c.

Theory Z
Incorrect. Theory Z, also known as ‘Japanese Management style’, was created
by William Ouchi to describe what is considered a combination of Eastern
and Western business practices. It focuses on the idea that employees seek
affiliation and have a desire to build strong professional relationships with
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others. Theory Z postulates that loyalty increases when individuals are
receiving support and the right facilities for development and training.
d.

Person-Centred Theory
Incorrect. Although MI takes inspiration from Carl Roger’s Person-Centred
Theory, it is not the theory that operates within the industrial organisational
sense. (See SU6, 1.2)

4.

The deepest form of listening involves assessing the emotional component of one’s
speech.
a.

Reflection of feeling
Correct. Reflection of feeling is the deepest form of reflective listening
as it goes beyond simply rephrasing and paraphrasing statements. These
statements include an assessment of an individual’s emotional tone in his/
her responses. (See SU6, 2.1.3)

b.

Reflective listening
Incorrect. Reflective listening is the third communication skill in OARS. The
question is to identify which of the varying levels of reflective listening (i.e.
repeating/rephrasing, paraphrasing, and reflection of feeling) involves an
assessment of emotion in one’s responses. (See SU6, 2.1.3)

c.

Emotive listening
Incorrect. There is no emotive listening.

d.

Paraphrasing
Incorrect. Paraphrasing is the second level of reflective listening and does not
involve an assessment of emotion. (See SU6, 2.1.3)

5.

Which spirit of MI recognises the inherent worth, capacity and resources an
individual has for change?
a.

Evocation
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Correct. Evocation recognises these capacities and the interviewer’s key
role is to merely elicit such resources out of the individual in order to
effectuate change. (See SU6, 1.2.3)
b.

Compassion
Incorrect. Compassion is the spirit of MI that seeks to promote the welfare of
others by putting their best interest first. (See SU6, 1.2.4)

c.

Acceptance
Incorrect. Acceptance is the spirit of MI that recognises autonomy and
absolute worth of a person through accurate empathy and affirmation. (See
SU6, 1.2.2)

d.

Collaboration
Incorrect. Collaboration is the spirit of MI that views an interviewer–
interviewee relationships as a partnership. (See SU6, 1.2.1)

6.

What does OARS stand for?
a.

Open questions, Accepting, Reflective thinking, Selective listening
Incorrect. Accepting and selective listening are not core communication skills
in MI. Reflective thinking is what the interviewee engages in as a result of
reflective listening by the interviewer. (See SU6, 2.1)

b.

Open questions, Active listening, Reflective listening, Selective listening
Incorrect. Active and selective listening are not core communication skills in
MI. (See SU6, 2.1)

c.

Organising, Affirmation, Reactive listening, Summarising
Incorrect. Organising and reactive listening are not core communication
skills in MI. (See SU6, 2.1)

d.

Open questions, Affirmation, Reflective listening, Summarising
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Correct. The 4 core communication skills in MI (OARS) are: asking open
questions, affirmation, reflective listening, and summarising. (See SU6,
2.1)
7.

Which process of MI manages the course of conversations into a specific direction?
a.

Engaging
Incorrect. Engaging is the first step in the process of MI. This process aims to
establish rapport between interviewer and interviewee. (See SU6, 1.3.1)

b.

Focusing
Correct. Focusing is the process that manages the course of conversations
into a specific direction. Focusing comes after engagement and occurs
before evoking and planning. (See SU6, 1.3.2)

c.

Planning
Incorrect. Planning is the final process of MI. After reinforcing motivation,
this process involves the development of action plans in order to realise
desired outcomes. (See SU6, 1.3.4)

d.

Evoking
Incorrect. Evoking is the process by which an interviewer recognises and
elicits the necessary resources an individual inherently has in order to
achieve change. (See SU6, 1.3.3)
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