16.05.24 - Lecture notes

In our last lecture we were put into a group of three which consisted of Poppy, Rebecca and Angela. During this lecture, we wrote down and discussed together what we believed would be desirable and non-desirable skills for our shortlisting matrix before choosing our candidate to interview. 

Once we read through the job description and read through all CV’s, we decided that candidate two would be the best option due to their previous experience of working in a supermarket and being fresh out of school as we thought they may be more keen to work rather than another CV who was on a higher pay grade who may of thought the job wasn’t fulfilling enough for them. 

During this process, we looked back at the original brief about Clean Quarter to ensure our values aligned with who we wanted to interview. This also helped when narrowing down our essential and non essential skills for our matrix. 

We looked at other job descriptions when deciding the skills required for the role as we felt together that the job description could have been more detailed to support the application process. We compared the job to other sustainable businesses with the same interests. We felt this helped us benchmark against other competitors in the industry. 

Once we separated from our lecture, we divided tasks equally so that we all were involved in the process from start to finish. We also met prior to our interview to finalise the plan for the interview and worked well together to devise questions and responsibilities. 

Poppys task was to gather interview questions to ask, including STARR method approaches to the questions and we all decided that an introduction to the role and the job description was a good idea to break the ice at the start of the interview. Once I had written questions down, we almost had too many to ask as we didn’t want to overwhelm the candidate for the role in question. We sat down and sectioned what was relevant on the job description and where questions could overlap to include as much in as we could, without creating an intense interview process. 

Rebecca’s task was to devise the interview scoring criteria. From this I used the questions we finalised and the scoring of does not meet, partly meets, fully meets or exceeds expectations. From this, we evaluated how the candidate measured up to each question and if we would hire or not depending on how well they scored.

Angela’s task was to put together a cv review shortlisting criteria. Using the list of essential and desirable criteria we agreed upon previously. I created a table to include does not meet, partly meets, fully meets or exceeds expectations. From this we each scored the Three CV’s received and based on their overall combined score, made the decision who to interview and not interview on the day.




Shortlisting Criteria

	
	Does not meet (0)
	Partly meets (1)
	Fully meets (2)
	Exceeds (3)
	Total

	CV 1
	

	Essential
	Desirable
	

	Relevant Work Experience
	Previous / Similar Role
	x
	
	
	
	

	Customer Service Skills
	Previous / Similar Role
	x
	
	
	
	

	Sales Skills
	Previous / Similar Role
	x
	
	
	
	

	Communication Skills
	
	
	x
	
	
	

	Teamwork
	
	
	
	x
	
	

	Flexibility/ Adaptability
	
	
	x
	
	
	

	Literacy/ Numeracy
	Qualifications
	
	
	
	x
	

	Additional Skills
	Cash Handling/ Manual Handling / Food Hygiene / Attention to Detail / Sustainability
	
	x
	
	
	

	
	Overall Score
	8

	
	Interview Y/N 
	No

	CV 2
	

	Essential
	Desirable
	

	Relevant Work Experience
	Previous / Similar Role
	
	
	x
	
	

	Customer Service Skills
	Previous / Similar Role
	
	
	x
	
	

	Sales Skills
	Previous / Similar Role
	
	x
	
	
	

	Communication Skills
	
	
	x
	
	
	

	Teamwork
	
	
	x
	
	
	

	Flexibility/ Adaptability
	
	
	
	x
	
	

	Literacy/ Numeracy
	Qualifications
	
	
	x
	
	

	Additional Skills
	Cash Handling/ Manual Handling / Food Hygiene / Attention to Detail / Sustainability
	
	
	x
	
	

	
	Overall Score
	13

	
	Interview Y/N 
	Yes

	CV 3
	

	Essential
	Desirable
	

	Relevant Work Experience
	Previous / Similar Role
	x
	
	
	
	

	Customer Service Skills
	Previous / Similar Role
	x
	
	
	
	

	Sales Skills
	Previous / Similar Role
	x
	
	
	
	

	Communication Skills
	
	x
	
	
	
	

	Teamwork
	
	x
	
	
	
	

	Flexibility/ Adaptability
	
	
	x
	
	
	

	Literacy/ Numeracy
	Qualifications
	
	x
	
	
	

	Additional Skills
	Cash Handling/ Manual Handling / Food Hygiene / Attention to Detail / Sustainability
	x
	
	
	
	

	
	Overall Score
	2

	
	Interview Y/N 
	No




Feedback from shortlisting criteria

CV 1 - The candidate exceeds qualifications and has a drive for sustainability, however they do not have any relevant work experience or the essential skills that are required for the role, therefore we will not be proceeding with an interview. 

CV 2 - Candidate has the relevant experience, has had experience with customer service and cash handling. They also have the correct qualifications and a drive for sustainability, therefore we will be interviewing this candidate. 

CV 3 - This candidate has provided no information on work experience, has not got any qualifications or additional skills to evidence they would be suitable for the role. We will not be proceeding with an interview with this candidate. 




Interview Process

Please also refer to the link below for the recording of the interview. 

Simulated interview - Group 3-20240613_112513-Meeting Recording.mp4

Rebecca Kidd opened the interview by introducing the panel and explaining the Sales Assistant role. This can be seen below. 
-       Good Morning, thank you for attending today. How are you doing? How's your day been? 
-    We’ll start with introductions. I am Poppy, Angela, and Rebecca, we are the interview panel today for Clean Quarter. 
Before we get started, I will just explain more about Clean Quarter. We are a small start up business run by Jaspreet and Caroline. They saw a gap in the market to start up an environmentally friendly business which followed in line with their passion for sustainability. We want to ensure our carbon footprint is less than our competitors’ and that we are encouraging our customers to bring their own plastic containers in and reuse what they may have at home. We want to make sure that we find the right people with the right work ethic who share the same values as us.
As I’m sure you know, people tend to feel more at ease, or buy into the business when a business has people on board who believe in them.
As a Sales Assistant at Clean Quarter…
-             You will be directly liaising with our customers and ensuring you are providing excellent customer service. Making sure customers are feeling ok and if they have any questions, you are able to answer them.
-            Handling cash and card payments
-            Packaging orders for delivery
-            Unpacking supplier deliveries and ensuring the shelves are stacked in a tidy manner
-            Cleaning up any spillages and cleaning containers ready to return to our supplies.
-            Always ensuring a high standard of hygiene is maintained and ensuring products aren’t cross contaminated etc.  
 Are you happy to get started? If you have any questions along the way; please feel free to ask. We want to make you feel as comfortable as possible. 

1. Tell us about yourself and more about your current role at Big Supermarket  (Rebecca Kidd asked) 
Angela’s notes: I do everything you would expect at a supermarket, stock shelves, help customers, serve on the till.
 Poppy: - I am a customer service assistant, I help customers, work on the till and do everything as you would expect. I also have an interest in my local football club. 
 
 
      2.   What attracted you to Clean Quarter? (Rebecca Kidd asked) 
Angela’s notes: I already work for a supermarket, and they are all pretty much the same in what they do, but I'm concerned about the  amount of waste that is produced. The ethos of Clean Quarter and their reduced waste sits well with me.
Poppy: I work at the supermarket currently and am still in school. I am also getting upset with waste that isn’t being recycled properly which is what attracted me to Clean Quarter. 

 
3. Can you describe a time when you have successfully handled a customer complaint? (Angela Slee asked) 
Probing Questions:
· Describe the context or situation in which the complaint occurred.
· Explain what your role was in handling the complaint.
· Detail the specific actions you took to address the customer’s concerns.
· Describe the outcome of your actions, what was the resolution?
· Reflect on what you learned from this experience and how it has helped your improve your customer service skills
Rebecca K’s notes: 
Using STARR method:
· S - Rebecca explained the situation where she dealt with an angry customer who was not happy with an overcharge on their receipt. 
· T - She evaluated the receipt and could see the error
· A - Rebecca called over her manager to authorise the refund back to the customer.
· R - The customer was refunded.
· R - Upon reflection, Rebecca felt like she could have reassured the customer more and investigated who overcharged to prevent it happening again. 
 Poppy’s notes:
· S - Rebecca explained when she had dealt with an angry customer who had been overcharged and wasn’t happy about it. 
· T - She checked over the overcharge and could see it was clear the customer was in the right and wanted to do her best to help rectify. 
· A - Rebecca called her manager over once she had calmed down the customer for the manager to approve the refund. 
· R - The customer received their refund.
· R -  Rebecca felt she did everything she could, perhaps she could have reassured the customer more as she does have the customers best interests. She feels she always is able to provide great customer service. 
 



 4. Can you give an example of when you have delivered excellent customer service / gone above and beyond for a customer? (Poppy asked) 
Probing Questions: 
· What was the context of the situation? Was it during a busy period / normal day?
· What was your role at the time? What was expected of you in that role?
· Were there any particular strategies you used to ensure the customer was satisfied?
· How did the customer react?
· How has this shaped your approach to handling customer service challenges in the future?
Rebecca K’s notes:
Using STARR method:
· S - Rebecca tries to go above and beyond everyday. She noticed a customer was looking for milk but the shelves were empty.
· T - When she sees empty shelves she goes to stack them. 
· A - Rebecca called over a colleague to go get milk from the stock room whilst Rebecca interacted with the customer. 
· R - Customer received milk.
· R - Rebecca reflected that this is just part of her job, she can try to anticipate what the customer wants next time. 
Angela’s notes:
I try to go above and beyond at all times
· S - I Noticed the shelves were empty and there was no milk available for the customer.
· T - To restock the shelves especially if they are empty.
· A - I called a colleague over to get milk for the customer while I was serving another customer on the til.
· R - Customer was able to purchase milk
· R - I hadn't really thought about it, as this is part of my job, I could try and keep a better eye on stock levels next time.

	

 5. Can you give an example of when you have worked effectively as part of a team? (Rebecca Kidd asked)
Probing Questions:
· Describe the team setting and what you were working towards.
· Explain your specific role within the team.
· Detail the actions you took to contribute to the team’s success.
· Describe the outcome of the team’s efforts. How did your contribution impact the team’s success?
· Reflect on what you learned about teamwork and how you apply it in other situations.
 Angela’s notes:
· S - I am part of a football team and we play together, i don't have a specific role
· Rebecca struggled with this question to think of an appropriate example or answer. She referred back to working as part of a team at the supermarket, and that she likes working with others, despite working on her own most of the time. Rebecca adds that she tries her best to be part of a team and if asked to participate or do something she will.
  Poppy’s notes:
Rebecca spoke about how she is in a team within her football team. At first,  Rebecca did struggle to think of a specific answer to this question. When Rebecca K asked for a specific work example, Rebecca explained she would always give her input when needed and would always contribute towards teamwork and support her team where required. 
Rebecca also mentioned she isn’t afraid to help and chip in where needed but can also work alone and can be very independent. 
 
 
 




6. Describe a time when you had to adapt to a significant change? How did you handle it? (Angela Slee asked)
Probing Questions:
· Provide context about the change that occurred.
· Explain what your responsibilities were in adapting this change.
· Describe the specific steps you took to manage and adapt the change.
· Explain the outcome of your actions. How did the change impact your work?
· Reflect on what you learned from this experience?
Rebecca K’s notes:
Rebecca explained that Covid was a big impact and change to happen. She adapted to the new guidelines and rules which involved wearing masks and keeping distance from people whilst working during the pandemic. 
 Poppy’s notes:
Rebecca spoke about how COVID was a big change that everyone had to adapt to. She explained that in work everyone had to adapt to change, follow specific guidelines and although this was tough, she carried on working and faced every challenge that was thrown at her during such a demanding time. 










 
7. Health and Safety is paramount to us at Clean Quarter. Can you give an example of when you have had to be aware of or use health and safety practices? (Poppy asked) 
Probing Questions: 
· Can you describe a specific situation where health and safety has been used.
· What were you expected to do to ensure H&S standards were met?
· Describe the steps you took and any specific procedures you followed.
· Were there any noticeable improvements in hygiene or averted issues due to your actions?
· How has this experience influenced your approach to H&S in your current role?
Rebecca K’s notes:
Using STARR method:
· S - Rebecca explained she has her food hygiene certificate and lone works quite often in her role. She is also aware of COSH.
· T - Rebecca will clean any spills she is aware of.
· A - Rebecca will call for help to be able to clean the spill safely, she will use a wet floor sign to signal the hazard.
· R - She will get rid of any stock if it has been contaminated.
· R - Rebecca is always conscious of stocking shelves and careful of any spills during her role. 
 Angela’s notes:
· S - Rebecca explained that she already has a Food hygiene certificate and often works alone so is aware of lone working practices.Rebecca also mentions she is aware of COSHH
· T - Rebecca gave an example of cleaning up a spillage
· A - Rebecca would place a wet floor sign, check where the spillage had come from, especially if a fridge or freezer had broken down and report her findings if this was the case. While removing any stock affected.
· R - Ensuring the safety of customers , from slips trips and falls. Also preventing risk to customers consuming spoiled stock.
· R - Rebecca is constantly aware of potential hazards and reporting or dealing with them as and when they occur.


8. Give an example of a time when you had to manage multiple tasks at once. How did you prioritise and organise your work? (Rebecca Kidd asked) 
Probing Questions: 
· Describe the context in which you had multiple tasks to handle.
· Explain what your specific tasks were and the overall goal.
· Detail the actions you took to prioritise and manage these tasks effectively.
· Describe the outcome of your efforts? Did you complete all the tasks on time?
· Reflect on what you learned about time management and multitasking. 
  Angela’s notes:
· S - Rebecca described a time where she was serving customers on the till and having a delivery of stock to put away.
· T - Rebecca explains that both tasks are a priority, but it would depend on the situation as to what was done first.
· A - Rebecca explains that customers always come first and in this example she had a queue of customers waiting to be served and a cold delivery that needed to be put away, so she called a colleague to assist.
· R - The customers were served in a timely manner, and the cold food was put away.
· R - It is difficult to do both as customers always come first, but so does a cold delivery, in future i will work quickly to ensure both are done.
  Poppy’s notes:
· Rebecca spoke about how ensuring the shelves were stocked and keeping customers happy were always a priority. Rebecca would always do her best to prioritise the customer and she was mostly customer facing. 
· Rebecca would never want to give a bad impression and that she didn’t like to make mistakes. Rebecca also mentioned that she can work quickly and that she isn’t afraid to ask for help when needed to support the needs of the business. 
Angela Slee concluded the interview and asked the following questions below: 
I think that's everything, we've covered a lot and thank you for taking the time to visit us today. Do you have anything else to add to support your application? 
Rebecca concluded that she is a hardworking, reliable person who wants to work for a company who shares the same values she has. 

9. Are there any days or times you aren’t available to work? 
Rebecca stated she would like some Saturdays off as this is when she has football practice.
10. If you were successful, what notice would you need to give?
Rebecca has stated she would need to give 4 weeks notice. 
11. Did you have any questions for us at Clean Quarter?
Rebecca asked if the company would help with getting qualifications - Angela Slee responded to say, if the qualifications are relevant to the role we would. In terms of progression as we are a small start up company there will be room to progress further down the line.
Rebecca also asked what the pay is like. Angela Slee responded that it is National Minimum Wage.
Thank you for your time today, we will be in touch to inform you of the outcome within the next 24 hours. 

Feedback from Interview
After the interview, we sat down collectively to decide whether we would hire the candidate for the role. We felt Rebecca had great, relevant experience to the role that she applied for. 
Rebecca showed us in the interview that she isn’t afraid to ask for help should she need it and that she is a great problem solver. She also demonstrated times where she had shown excellent customer service and that she has an awareness that the customer always comes first, whilst adhering to health and safety. 
We felt Rebecca would be a suitable fit for the business. She also has a strong interest in sustainability and we felt she would be a great brand advocate.   
Rebecca mentioned in her interview that she would like some Saturdays off to play football. We agreed whilst this would be fine to start, should we need Rebecca to help more regularly on a Saturday then there is an understanding that there is a possibility some Saturdays would need to be worked in-line with her Rota. 
We would like to hire Rebecca on the basis that we review permanent employment subject to a three month probation period. We felt this was necessary because at times during the interview, Rebecca came across at times over confident. We have put this down to nerves during the interview but decided we would like to keep an eye on this over the next 12 weeks. 





Interview Scoring: 

Rebecca Kidd’s Scores:

	Questions
	Does not meet (0)
	Partly meets (1)
	Fully meets (2)
	Exceeds (3)
	Total

	Can you describe a time when you have successfully handled a customer complaint?
	
	
	x
	
	2

	Can you give an example of when you have delivered excellent customer service / gone above and beyond for a customer?
	
	
	x
	
	2

	Can you give an example of when you have worked effectively as part of a team?
	
	x
	
	
	1

	Describe a time when you had to adapt to a significant change? How did you handle it?
	
	x
	
	
	1

	Health and Safety is paramount to us at Clean Quarter. Can you give an example of when you have had to be aware of or use health and safety practices?
	
	
	
	x
	3

	Give an example of a time when you had to manage multiple tasks at once. How did you prioritise and organise your work?
	
	
	x
	
	2

	
	Overall Score
	11

	
	Hire? Y/N
	Y



Poppy’s Scoring:


	Questions
	Does not meet (0)
	Partly meets (1)
	Fully meets (2)
	Exceeds (3)
	Total

	Can you describe a time when you have successfully handled a customer complaint?
	
	
	
	X
	3

	Can you give an example of when you have delivered excellent customer service / gone above and beyond for a customer?
	
	
	X
	
	2

	Can you give an example of when you have worked effectively as part of a team?
	
	X
	
	
	1

	Describe a time when you had to adapt to a significant change? How did you handle it?
	
	X
	
	
	1

	Health and Safety is paramount to us at Clean Quarter. Can you give an example of when you have had to be aware of or use health and safety practices?
	
	
	
	X
	3

	Give an example of a time when you had to manage multiple tasks at once. How did you prioritise and organise your work?
	
	
	X
	
	2

	
	Overall Score
	12

	
	Hire? Y/N
	Y



Angela Slee’s Scoring:


	Questions
	Does not meet (0)
	Partly meets (1)
	Fully meets (2)
	Exceeds (3)
	Total

	Can you describe a time when you have successfully handled a customer complaint?
	
	x
	
	
	1

	Can you give an example of when you have delivered excellent customer service / gone above and beyond for a customer?
	
	
	x
	
	2

	Can you give an example of when you have worked effectively as part of a team?
	
	x
	
	
	1

	Describe a time when you had to adapt to a significant change? How did you handle it?
	
	
	
	x
	3

	Health and Safety is paramount to us at Clean Quarter. Can you give an example of when you have had to be aware of or use health and safety practices?
	
	
	
	x
	3

	Give an example of a time when you had to manage multiple tasks at once. How did you prioritise and organise your work?
	
	
	x
	
	2

	
	Overall Score
	12

	
	Hire? Y/N
	Y



