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Chapter 1: Competency

 

1: Was there a time where you were called upon to reorganize your department? If so, what steps did you take to ensure the reorganization was successful?

Answer: 

The candidate should be able to relate a verifiable time when she was asked to reorganize her department. The correct answer should say something like, “just last year my company decided there should be reorganization program because the internet had significantly changed the way we were doing business.”

As an example: 

My first step was to identify the exact business functions that were driving the need for change. Secondly, I identified the functions that were working properly and should not be changed. Thirdly, I made a determination of how the people in the department needed to be reassigned to best accomplish the reorganization. In the end, the reorganization was successful, and the company’s profits where increased.

 

2: Please tell me about a time when you led a team to successfully complete a project.

Answer: 

The correct answer should describe a real situation in which the candidate led his team to complete a project.

As an example: 

Last year my management team was assigned the task of finding a way to improve our company’s overall customer service rating. We were having trouble finding and retaining customer service representatives that were responsive to the needs of our customers. Through customer service surveys and close observation of customer service interactions, we were able to identify several customer service representatives that were providing outstanding service to our customers. We assigned these people as trainers and mentors for the purpose of motivating the entire staff to provide a high level of service to our customers.

 

3: Please describe the most significant challenge you have faced in a leadership position.

Answer: 

The candidate must have leadership experience to answer this question correctly. The interviewer will be able to discern right away if the candidate is trying to bluff his way through the question. The only way to answer the question correctly is to have handled a real situation as a leader.

As an example: 

When I was serving as the senior accounting manager at my last employer, we had an incident involving the misappropriation of funds by a member of the accounting staff. This person had been quietly transferring money from the company to a secret checking account for a period of two years. When I discovered the loss, I had to alert both company leadership and law enforcement. I also had to find a way to mitigate the financial harm that had been done to the company. It will take a long time for the legal process to prosecute this man, and a long time before the company recovers the stolen money. 

 

4: How do you think you will be able to help this company produce a product a consumer will buy?

Answer: 

This is a question that is best answered by a candidate who has experience in a manufacturing environment. The candidate may have experience in research and development, or in the actual production of manufactured goods. Of course, people who develop software are producing a product for consumers. So, the question has broad application to many industries in which something valuable is being produced.

As an example: 

As a member of my last employer’s research and development team, I led the process to develop an educational software package that will help kindergarten children to improve their reading speed and comprehension. I will bring this same level of leadership to this company if I am hired for this position. 

 

5: How do you think you will be able to help this company improve customer service?

Answer: 

This is a basic leadership question. Many of the jobs in our country are found in the customer service profession. As a customer service leader, the candidate should be able to provide some verifiable evidence that he knows how to lead the company’s customer service efforts.

As an example: 

I have several years of experience leading customer service departments to meet the needs of customers. In my last job, I was able to lead our customer service department to receive a satisfaction rating of 95%. This was the highest customer service rating the company had received in its 20-year history. 

 

6: Are there particular steps that a company should take to develop the leadership skills of its people?

Answer: 

I believe there are a number of steps that can be taken. Companies should be interested in the advancement of the qualified people who work for the business. 

As an example: 

The first step is to identify employees who seem to have a natural affinity for leadership. Additionally, there are probably other people in the company who could be a good leader if they were mentored by someone in the company who had already been proven to be a good leader. Secondly, human resources need to identify educational or training programs the potential leaders could be enrolled in to help them develop their leadership skills. Finally, the best school is experience. The new leaders should be assigned positions that allow them to hone their skills. These steps can be used by any company to help their employees grow professionally.

 

7: Are you satisfied with your personal leadership style and skills? If not, what are your plans to improve your style or skills?

Answer: 

When answering this question, the candidate will provide one of two answers. If the candidate is satisfied with his leadership style and skills, he may need to provide a compelling answer that supports that viewpoint. If the candidate is not satisfied with his leadership style and skills, he will need to explain his plans for improvement.

As an example: 

I know I need to develop my leadership skills. I have developed a list of books on leadership that I am working my way though. Additionally, I am attending as many seminars on leadership that I can. Finally, every time I make a decision that does not go to well, I search out someone in the office who can provide me some insight as to why I may have made an incorrect decision.  

 

8: Please describe what you think are the proper steps to take when disciplining an employee.

Answer: 

Determine the circumstances surrounding the incident, respond patiently, talk to the employee in business-like manner and complete the session.

As an example: 

The last time I disciplined an employee I used the steps I just outlined in my initial answer. I think the key to success in the process is ensuring the entire transaction is conducted in a business-like manner. If the counsellor allows the conversation to get overly emotional, the employee will leave the meeting very bitter without encouragement to improve his duty performance.  

 

9: How do you set up priorities for the work you are facing each day?

Answer: 

My daily work scheduled must be prioritized so that the most essential responsibilities of the day are taken care of first. Of course, I must respond to any emergencies as they occur. I have learned how to set aside non-essential tasks until a later time. I do not allow non-essential tasks to side track me from the tasks that must be accomplished to keep the business moving forward.

As an example: 

Every morning when I come in, I try to determine which tasks or responsibilities must be accomplished to ensure the continued operation of the company. I then make sure I am able to make all of the essential meetings on my schedule. I also must make sure I have time to meet the needs of the people who work in my department. Since good people are the key to any company’s success, managers must make sure there is time to respond to their needs. 

 

10: What you do if you became aware that your company’s leadership was not enforcing employee safety standards?

Answer: 

The candidate should show a proper regard for the enforcement of safety standards in the answer that is provided to the interviewer. This is a serious subject because employees should not fear being harmed at work. The candidate should indicate to the interviewer that he would take action to ensure safety standards were being enforced. 

As an example: 

If I learned safety standards were not being enforced, the first step is to go approach the person in charge of safety and find out if the accusations are true. Since my job is important to me, I must proceed carefully. If the company will not enforce safety standards, the only option that may be open to me is to file a report with OSHA. I believe that every person in a leadership position must ensure that all workplace safety regulations are enforced.

 

11: Are you good at delegating responsibility?

Answer: 

For most organizations, the answer to this question must be yes. In the modern fast paced business environment, no leader can keep up without the ability to delegate responsibility.

As an example: 

When I was hired for my last position, I was overwhelmed by the workload. I soon learned that I couldn’t fulfill all the responsibilities by myself. I quickly established a plan to spread my work to others in the division who had the appropriate level of professional responsibility to be trusted with essential duties. Now more work is being accomplished than one person was doing in the past.

 

12: How do you create an environment of respect within your organization?

Answer: 

The correct answer is, “in today’s business environment, respect is an essential element of an organization’s efforts to treat its customers and employees fairly and justly. The creation of an environment of respect must start at the highest level of the organization. Senior leadership must set an example of respect and must set an expectation that anyone in the organization who cannot show respect to other people will not have a place in the organization.”

As an example: 

The last company I worked for made sure that respect for other people is part of the company’s statement of core values. Senior leadership has made it clear to employees at every level that any disrespectful attitudes or actions will not be tolerated. 

 

13: How do you define personnel management?

Answer: 

The correct answer to this question should include a statement such as, “personnel management includes all the actions to recruit, retain, support and make sure an organization’s employees are satisfied with their job.”

As an example: 

When I was an assistant department manager for human resources, I was responsible for keeping the company benefit plan competitive with the other companies that had the capability of luring our best employees away. I spent many hours talking to our people, to company leadership and to the companies that we contracted with for benefits such as health insurance. I had to maintain a system of benefits that were attractive to our people. 

 

14: How do you keep external forces from negatively impacting an organization’s core values?

Answer: 

A company’s core values are principles a company stands for such as honestly, equity and outstanding customer service. External forces such as pressure from competitors can push a company away from its core values.

As an example: 

The primary way that a company resists external forces is the commitment of senior company leadership to maintain absolute adherence to its core values. Senior leadership must insist that at no point would the company move away from treating its customer’s honestly, fairly and with respect. The pressure to maintain the largest market share cannot be allowed to move a company away from its core values. 

 

15: What evaluation tools do you use to set your personal goals?

Answer: 

The evaluation tools I use are designed to help me determine if the decision makes good sense financially, makes good sense professionally and will improve the quality of life my family enjoys.

As an example: 

For financial planning, I use the financial planning software that is available on my bank’s web page. I don’t make a move in any direction unless I am sure to the best of my ability that my family will not be placed in financial jeopardy. The method I use to plan for my professional growth involves talking to and listening to people who have already moved down the path I need to travel to success. Finally, I do not make a move in any direction if I can see that my family’s standard of living will be negatively impacted. My wife and I have agreed that I will not make any risky moves unless we are both in 100 per cent agreement.  

 

16: What is your definition of diversity in the workplace?

Answer: 

Workplace diversity can mean people with different cultural backgrounds, or it can mean people have many different belief systems, or people can have many different political viewpoints.

As an example: 

In my last department, we had people working for us from all over the world. I set the tone by letting everyone in the department know that regardless of where their coworkers came from, I expected everyone to be treated equitably. The diverse cultural background in my department provided us with a rich blend of skills and talents we might have never experienced otherwise.

 

17: Can you tell me the most important duties of a human resource manager?

Answer: 

When answering this question, candidates may provide a wide range of opinions. The company a candidate is applying to will have its own opinion on which of a human resource manager’s duty is considered the most important. 

 

As an example: 

I feel the most important duty of a human resource manager is the recruitment of high-quality workers. The company’s competitive advantage is based on the quality of the people working for the company. If the HR manager is unable to hire high quality people, the company may find itself losing market share. 

 

18: As a fast food restaurant manager, how would you define or describe exceptional service in a fast food restaurant?

Answer: 

When answering this question, candidates may provide a wide range of opinions. Each fast food restaurant chain will have its own standards for exceptional service and will examine the candidate based on those standards. 

As an example: 

As a fast food restaurant manager, I have always expected the customer to be waited on in five seconds after coming to the counter. Exceptional service also includes getting the customer’s order correct the first time and includes ensuring the food is hot and fresh.

 

19: When a customer hits you with several unrelated questions at the same time, how do you sort through all of the questions and solve the issue that is the most important to the customer?

Answer: 

First off, you need to shut up and listen to the customer. If you are patient enough to hear everything the customer is complaining about, a common theme will begin to emerge. If you follow the trend of the conversation, you will eventually get down to the truth.

As an example: 

I recently had to deal with a customer that had a whole lot of questions related to a product we sold him that was not working correctly. Some of the customer’s questions could have been considered very insulting toward me and toward the company. I held my tongue, was as patient as I could be, and listened to everything the man had to say. I found out that a simple part had broken on the product, and I knew we could fix it very easily. In the end, I was able to restore the customer’s confidence in our company. 

 

20: Which performance indicators do you use to measure the job performance of customer service representatives?

Answer: 

Every company will have its own standards, but the question is asking the candidate to provide his own viewpoint of performance indicators that should be used to measure the performance of customer service representative.

As an example: 

The performance standards that I think are important are customer interactions completed per shift, customer service ratings received from satisfaction surveys and performance evaluations provided by supervisors. If the customer service representative receives top ratings in these categories, she will be in line for promotion and raises.

 

21: What are some formal or scientific methods for measuring customer satisfaction?

Answer: 

Some formal methods for measuring customer satisfaction include customer surveys and accounting procedures that measure repeat sales.

As an example: 

All of our customers are asked to complete a customer satisfaction survey at the conclusion of every sale, and the conclusion of every call to our customer service office. Secondly, when a sale is made, our accounting system records who made the purchase by a number assigned to each customer. Over the reporting period, we can track exactly how many times a customer purchases a product from our store.   

 

22: Please tell me what the steps are in organizing a sales team.

Answer: 

To answer the question correctly, the candidate must detail his specific plan for organizing a sales team and developing a program that will provide continued profitability to the company.

As an example: 

The first step in organizing an outstanding sales team is hiring the best qualified staff of salespeople possible. Second, I would initiate an effective training program, and thirdly I would make sure that each salesperson understood the value of the products to be sold. With these steps in place, I should be able to build a sales force that would bring significant profitability to the company. 

 

23: In what ways can rapid growth be harmful to an organization?

Answer: 

Rapid growth can stretch an organizations ability to keep up with demand to the point that something in the system breaks. Organizations experiencing rapid growth must put in place the necessary infrastructure to handle the growth.

As an example: 

Rapid growth can stretch labor resources to the point that employees become overburdened with work. Rapid growth requires the expenditure of money the company may not have. Rapid growth can cause employees to lose sight of the organization’s core values. Rapid growth requires senior leadership to find creative ways to expand an organization’s infrastructure, without straining limited resources to the breaking point.

 

24: Do you understand the responsibilities required of senior corporate leadership under the Sarbanes-Oxley Act of 2002? 

Answer: 

There are several sections to the SOX act, and it would take a long discussion to cover all of the responsibilities senior corporate leadership has under this law. However, there is one primary reporting responsibility that company leadership must comply with, that is the certification that the annual report represents information that accurately reflects the financial status of the company.

As an example: 

Senior leadership of publicly traded companies must certify that to the best of their knowledge, the annual financial statements that are presented to the public and to shareholders are accurate, and that no off the books transactions are being hid from the public. The penalties for knowingly certifying false financial records are very stiff. Publicly traded companies must comply with stringent auditing requirements. The regulations are designed to eliminate the fraud that some corporate leaders have committed.   

 

25: What is your definition of differentiation in the marketplace?

Answer: 

Differentiation in the marketplace happens when a company brings a product to the market that has distinguishing features that sets it apart from competitor’s products. 

As an example: 

Lawn mowers seem to be all alike to many people, but if a company could bring a lawn mower to the market that would have self-sharpening blades, that would be a feature that differentiates this product from all others. The company would expect this feature to increase its sales and increase its market share.  

 

26: What is the relationship of differentiation to competitive advantage?

Answer: 

Differentiation and competitive advantage are closely related. It is possible to have a competitive advantage without differentiation, but if a product has a feature that differentiates it from all others, the company will expect this feature to drive its competitive advantage to higher levels. 

As an example: 

A company that has a very good product may have a competitive advantage because its products are price leaders. When the company is able to improve its product’s usefulness to the public through a feature no other competitor’s product has, the differentiating feature should increase the company’s competitive advantage.

 

27: What benefit does a company’s long-term competitive advantage provide to shareholders? 

Answer: 

Long-term competitive advantage provides shareholders with increased stock value and profitability. 

As an example: 

As long as a company is able to maintain a greater market share than its competitors, stock values and profitability will grow. If customers decide to turn away from a company, then shareholders dividends will be in danger of decreasing.

 

28: Please define a SWOT analysis.

Answer: 

SWOT stands for strengths, weaknesses, opportunities and threats. A SWOT analysis is a broad-based searching analysis of a company’s operations to determine how the company can be better positioned to take advantage of future opportunities.

As an example: 

When a company conducts a SWOT analysis, it will find out which of its processes it is very good at, will find out what it is not so good at, will zero in on how it can grasp future opportunities and will identify any dangers the company may face in the future.

OEBPS/Leadership_Front.jpg
Job Interview Questions Series

LEADERSHIP

INTERVIEW QUESTIONS
YOU'LL MOST LIKELY BE ASKED

enence
Verification

) . VIBRANT
Interview Questions PUBLISHERS






