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Please see below shortlisting matrix that will be used to score each candidate’s application. The application with the highest score will be shortlisted for an interview.
	ATTRIBUTES
	ESSENTIAL
	DESIRABLE
	TOTAL

	Qualifications
	GCSE Mathematics and English at grade C or above
	Food Hygiene Certificate
	

	Experience
	Experience of providing customer service to a high standard including dealing with difficult situations and complaints.

Experience of merchandising products, stock rotation and processing deliveries.

Experience of cash handling and processing sales.

	Experience of working in a retail environment,

Experience of working with online sales.
	

	Knowledge
	Knowledge and understanding of the importance of food hygiene.


	Knowledge of how merchandising and customer service can increase sales through add on items.
	

	Skills
	Excellent communication skills.

Good numeracy skills.

The ability to work accurately and attention to detail.


	
	

	Personal Qualities
	A friendly and positive attitude, resilient under pressure and able to adapt to change.

Behaves in a professional manner and reflects the values of the company.

	Able to work flexibly to support the needs of the business.
	

	Additional Requirements
	
	Knowledge of the impact of human activity, particularly plastics, can have on the environment and the benefits of products with a lower environmental impact.

	

	Total Score
	
	
	

	Interview Y/N:











  














Scoring:

0 – Does not meet criteria
1 – Partly meets criteria
2 – Fully meets criteria
3 – Exceeds criteria














	
Applicant 001
	ATTRIBUTES
	ESSENTIAL
	DESIRABLE
	TOTAL

	Qualifications
	GCSE Mathematics and English at grade C or above
	Food Hygiene Certificate
	3

	Experience
	Experience of providing customer service to a high standard including dealing with difficult situations and complaints.

Experience of merchandising products, stock rotation and processing deliveries.

Experience of cash handling and processing sales.

	Experience of working in a retail environment,

Experience of working with online sales.
	0

	Knowledge
	Knowledge and understanding of the importance of food hygiene.




	Knowledge of how merchandising and customer service can increase sales through add on items.
	0

	Skills
	Excellent communication skills.

Good numeracy skills.

The ability to work accurately and attention to detail.


	
	3

	Personal Qualities
	A friendly and positive attitude, resilient under pressure and able to adapt to change.

Behaves in a professional manner and reflects the values of the company.

	Able to work flexibly to support the needs of the business.
	2

	Additional Requirements
	
	Knowledge of the impact of human activity, particularly plastics, can have on the environment and the benefits of products with a lower environmental impact.

	2

	Total Score
	
	
	10

	Interview Y/N:                                                                                                             N

	



Scoring:
0 – Does not meet criteria
1 – Partly meets criteria
2 – Fully meets criteria
3 – Exceeds criteria





















Applicant 002
	ATTRIBUTES
	ESSENTIAL
	DESIRABLE
	TOTAL

	Qualifications
	GCSE Mathematics and English at grade C or above
	Food Hygiene Certificate
	5

	Experience
	Experience of providing customer service to a high standard including dealing with difficult situations and complaints. (1)

Experience of merchandising products, stock rotation and processing deliveries. (1 + 1)

Experience of cash handling and processing sales. (2)

	Experience of working in a retail environment, (2)

Experience of working with online sales. (0)
	7

	Knowledge
	Knowledge and understanding of the importance of food hygiene. (2)


	Knowledge of how merchandising and customer service can increase sales through add on items. (2)
	4

	Skills
	Excellent communication skills. (2)

Good numeracy skills (1)

The ability to work accurately and attention to detail. (1)


	
	4

	Personal Qualities
	A friendly and positive attitude, resilient under pressure and able to adapt to change. (0)

Behaves in a professional manner and reflects the values of the company. (1)

	Able to work flexibly to support the needs of the business. (0)
	1

	Additional Requirements
	
	Knowledge of the impact of human activity, particularly plastics, can have on the environment and the benefits of products with a lower environmental impact.

	1

	Total Score
	
	
	22

	Interview Y/N:                                                                                                             Y



Scoring: 
0 – Does not meet criteria
1 – Partly meets criteria
2 – Fully meets criteria
3 – Exceeds criteria























Applicant 003 
	ATTRIBUTES
	ESSENTIAL
	DESIRABLE
	TOTAL

	Qualifications
	GCSE Mathematics and English at grade C or above
	Food Hygiene Certificate
	2

	Experience
	Experience of providing customer service to a high standard including dealing with difficult situations and complaints.

Experience of merchandising products, stock rotation and processing deliveries.

Experience of cash handling and processing sales.

	Experience of working in a retail environment,

Experience of working with online sales.
	0

	Knowledge
	Knowledge and understanding of the importance of food hygiene.


	Knowledge of how merchandising and customer service can increase sales through add on items.
	

	Skills
	Excellent communication skills.

Good numeracy skills.

The ability to work accurately and attention to detail.


	
	

	Personal Qualities
	A friendly and positive attitude, resilient under pressure and able to adapt to change.

Behaves in a professional manner and reflects the values of the company.

	Able to work flexibly to support the needs of the business.
	2

	Additional Requirements
	
	Knowledge of the impact of human activity, particularly plastics, can have on the environment and the benefits of products with a lower environmental impact.

	3

	Total Score
	
	
	7

	Interview Y/N:                                                                                                              N



Scoring:
0 – Does not meet criteria
1 – Partly meets criteria
2 – Fully meets criteria
3 – Exceeds criteria
























Interview questions and notes for applicant 2:

1. Tell me about a time you provided excellent customer service and how would you manage a challenging customer or complaint.

Currently work in a supermarket, challenging customer quite often on a daily basis. 

One customer wanted bananas as too ripe. Checked stock area but none in stock. Customer didn’t like the way it was dealt with – not happy with how it was dealt with - rude. Told customer nothing wrong with bananas and felt she went above & beyond to check stock.

2. Processing and displaying stock is an important part of our business and the sales assistant role. What do you think is important to consider when handling stock from delivery through to displaying goods?

Attention to detail to check stock has arrived, handle it with care. What customer is looking for, where things are placed. To make sales upselling & promotions.

3. Describe an occasion when you had to complete a task which required attention to detail. How did you manage to complete the task and what did you learn from it?

Food hygiene certificate, pay attention to training & learn different types of wording & processes. The legality around it with processes. Read up in own time – procedures & policies. Apply to day to day.

4. Why is food hygiene important and what experience do you have of working with food products?

Important, don’t want to make people unwell. Handle things with care. Legal requirements & customer safety. Deal with food in supermarket, got certificate. Wash hands, make sure handle stock with care. Second nature. Keep up to date with everything.
5. Describe a time where you had to deal with a challenging situation where you had to adapt to change. How did you manage the situation and how were you able to adapt?

Different manager recently. Worked with one got on well, do what they want. Autonomy. New manager likes to micromanage. Few disagreements, accept new manager but they should adapt to me. Still doing job but he is different to how she’s been managed.

Spoke to them, not receptive. Trying to change to become in line. Trusted before. If asked to something different, needs to know why. Trying to adapt but tricky, wanting to move on.

6. What qualities do you believe are important in the role of Sales Assistant?

Friendly, approachable, customer is always right (not always in my opinion). Think outside the box – what people might need. Offer extra things.



Summary:

I have created a shortlisting matrix based on the job description provided for the sales assistant role. I then read through each application and scored them based on the matrix that was created. After reviewing the total score for each applicant, it was clear that applicant 2 had the strongest application and was invited to attend an interview.

An interview was conducted with applicant 2 and was scored based on their answers in line with the matrix that was previously created. Based on the outcome of the shortlisting matrix, the decision is not to offer them the position of sales assistant. Unfortunately, they did not score well on a couple of the questions. Although the candidate scored well on experience on working in a retail environment, knowledge of food hygiene and stock processing, the candidate did not score highly in other areas. They failed to provide an example of excellent customer service and focused on the section asking how they would manage a challenging customer or complaint. They did not explain how they resolved the situation as they felt they went above and beyond for the customer and failed to recognise that the customer was still unhappy and felt they were being rude. The applicant also did not demonstrate that they adapt well with change. They explained how they have experienced an issue with a new manager, but there isn’t any flexibility on how they adapt to the change. I have concerns on how they will handle customers, especially in difficult situations and how they would adapt to different management styles and changes to business processes. There is also a concern with the candidate’s attitude as they made a comment that “the customer is always right, but not always in my opinion”. 
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