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The Impact of Ineffective Recruitment 
Lost productivity 
Lower staff morale 
Cost of finding a replacement 
Time spent dealing with staff member 
Increased turnover  
Impact on corporate image The Impact of Staff Shortages 

Overtime and temp staff costs 
Quality issues 
Employee stress 
Not being able to meet demand  
Impact on brand 

LEARNING AIM A 
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Communication Skills for Interview Situations  

Communication skills are a person’s 

ability to convey information and under-

stand information shared with them.  

o This is an essential skill in a work-

place and therefore one that is highly 

sought after in successful applicants. 

o Interviewers will use a range of 

methods to assess a candidates commu-

nication skills including asking them to 

describe them directly and observing 

them in group tasks. However, recruiters 

will be observing communication skills 

throughout the whole interview process 

from how candidates interact with all 

staff they meet on the day to their body 

language in the interview itself. 

Listening skills refer to a person’s ability to hear what other people are 

saying.  

o This may be demonstrated in the interview itself by fully understand-

ing an interviewers point or it may be demonstrated in a group activity 

and observed by recruiters.  

Active listening means to listen with all of your senses and taking steps 

to encourage the person talking to fully express themselves.  

o This involves good eye contact, body language and verbal reflections 

on what they are saying to confirm you are listening. 

Professional approaches refer to the practicing the expected norms and 

behaviours expected in a professional environment. 

o This includes the way you dress, the way you introduce yourself to 

people, waiting to be invited before sitting down, maintaining eye contact 

etc.  

o How professional your approach is in the interview can communica-

tion how seriously you are taking the opportunity to apply for the role. 
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Communication Skills for Interview Situations  

Formal language refers to speaking 

in a polite and professional way, 

avoiding slang and swearing and us-

ing industry language.  

o Using formal language in the in-

terview demonstrates that you are 

professional and are taking the pro-

cess seriously. 

o  It also gives the recruiters confi-

dence that you can make a good im-

pression when representing the firm 

in communication with stakeholders. 

Role play refers to asking a candidate to act out how they would respond to a given scenario.  

o These activities give employers a good insight into a candidate’s character and how they interact with others.  

o This allows them to picture how well each candidate will fit in with the existing personnel and culture of the firm. 

Body language refers to posture, eye contact, smiling and other gestures 

that communicate non-verbally.  

o Body language can have a strong impact on recruiters’ perceptions of a 

candidates competence and confidence levels.  

Appropriate dress refers to clothing that looks clean, tidy and professional.  

o Expectations may differ depending on the business culture.  

o How you dress is one of the first things people notice about you and first 

impressions can have a significant impact on a person’s overall impression of 

you. 

o Dressing appropriately shows that you are taking the opportunity seri-

ously and can create a positive impression of you straight away. 
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STAR METHOD 

The STAR method is an interview technique that develops a structured storytelling ability for responding to behav-

ioural-style interview questions.  

o The acronym stands for Situation, Task, Action and Result and is a framework to describe a previous situation 

where the candidate added value. 

o Using the STAR method allows recruiters to get a good sense of the candidate’s previous experience in handling 

situations but in a concise and easy-to-follow narrative. When preparing for interview, candidates should practise the 

STAR method to develop this storytelling ability but also to bring to their own consciousness the relevance of their 

own past experiences.  

Situation: Provide the necessary context. 

Task: Explain the role or responsibility you 

had. 

Action: Describe the action you took. 

Result: Show the outcomes of the situation. 

Example: 'When I started a new job as a junior technician at a large 

IT company, my manager appointed one of the senior technicians to 

mentor and train me. However, the senior technician largely ignored 

me. I eventually asked him if he could please incorporate me into his 

daily activities more because I wanted to learn. 

 

He was quite rude in his response and told me he was very busy and 

didn't have time to think about my needs all day. I eventually asked 

for a meeting with my manager and politely explained the situation 

to him. He then had a chat with the senior technician, after which 

things improved'. 
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DESIGNING INTERVIEW QUESTIONS 

Behavioural questions ask candidates to reflect 

on experiences and describe how they have dealt 

with a particular situation in the past. This allows 

recruiters to assess the candidate’s proficiency in 

the skills the recruiters are looking for and make 

predictions of how they will handle future situa-

tions likely to come up in the job role.  

o Tell me about a time when you had to deal with conflict 

with a colleague. 

o Tell me about a time when you had to deal with a difficult 

customer. 

o Tell me about a time when you had to take on a leader-

ship role. 

o Tell me about a time when you made a mistake at work. 

o Tell me about a time when you had to handle a large 

EXAMPLE BEHAVIOURAL INTERVIEW QUESTIONS 

General questions are designed to give the candidate 

an opportunity to share general information about 

themselves.  

EXAMPLE GENERAL INTERVIEW QUESTIONS 

o Tell me about yourself. 

o What are your strengths and weaknesses? 

o What are your long-term career goals? 

o Why do you want to work at this organisa-

tion? 

o What do you think you can bring to the role? 

o How would your colleagues describe you? 
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DESIGNING INTERVIEW QUESTIONS 

Situational questions ask candidates about what they 

would do in a hypothetical situation that may occur in 

their role. This allows candidates to explore scenarios 

they have not had the opportunity to experience before. 

It also gives the recruiter an insight into the candidate’s 

decision making skills by asking them to think quickly 

about a new situation.  

o How would you deal with an angry customer who was complaining 

about a faulty product? 

o How would you deal with a colleague who was not making a fair 

contribution to a team project? 

o What would you do if you realised you had made a mistake on a re-

port that was already issued to a client? 

o What would you do if you were asked to perform a task you had no 

experience of? 

o What would you do if your manager made a decision that you felt 

was unethical? 

EXAMPLE SITUATIONAL INTERVIEW QUESTIONS 

INTERVIEW FEEDBACK FORMS 

Interview feedback forms are documents that can be 

completed by an interview panel to rate candidates on 

the range of skills and aptitudes they demonstrate during 

the interview.  

o Feedback forms usually contain scoring 

systems for different responses with space for 

writing fuller thoughts. 

o The forms should be consistent across all 

candidates to allow for a fair comparison. 

o A good interview feedback form will allow 

the panel to quickly and easily rate candidates 

on their coverage of the person specification in 

a way that does not distract them too much 

from the candidate during the interview.  

o Unsuccessful candidates may request feed-

back on their performance to understand why 

they were not offered their position. This feed-

back can be helpful to the candidates to pre-

pare for future interviews.  
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JOB APPLICATION DOCUMENTS 

A job advert is an announcement of a job vacancy to 

attract suitable candidates to fill a job role. A good job ad-

vert attracts attention, looks professional, is clear and brief 

and gives a candidate the right amount of detail to allow 

them to take the next steps. 

o A job analysis is a document that records the 

findings from an investigation into the tasks that 

need to be completed by a new recruit and details 

of skills and attributes that are needed from the 

person filling that role.  

o A good job analysis will include the tasks that 

will be involved in a job, the skills, knowledge and 

personal attributes required by the person filling 

that role, who they will be working with and re-

porting to and what the working conditions will be 

like. If this process is done well, it should draw out 

the specific needs from the role and inform the job 

description and person specification to ensure that 

the person recruited best fits the needs of the or-

ganisation and the department.  

o A job description lists the roles and responsibilities of a 

job.  

o A good job description gives applicants a clear picture of 

what the role involves. This means that it must be as detailed 

as possible to allow people to decide whether they feel this is 

a role suitable for them, yet it must be concise enough that it 

is not open to misinterpretation. Less effective job descrip-

tions may include jargon, are too lengthy or are not open to 

necessary flexibility. 

A CV is a written overview of an applicant’s skills, education and experience.  

o A good CV will look professional, have good visual appeal, be easy to read 

and extract key information and be tailored to a specific job role.  
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JOB APPLICATION DOCUMENTS 

A person specification lists the skills, knowledge, experiences 

and attributes of a person that would be best suited to a job 

role.  

o A good person specification clearly summarises the skills, 

experience and attributes of the best fit person for a job role.  

o Applicants can check themselves against this and can de-

cide whether to spend time applying for the role or not and 

can ensure they are communicating the relevant areas of 

their own experiences in their application.  

o Recruiters can use a person specification as a checklist to 

decide on the right candidate to appoint. This can save time 

and reduce inappropriate applications. 

An application form is a document that a person 

completes when applying for a job.  

o The organisation can design it to include in-

formation they feel is important to know about 

an applicant.  

o A good application form is easy to complete 

and clear to an applicant what is required from 

each field.  

o It will include all fields necessary for an appli-

cant to communicate their skills, knowledge and 

experience related to the person specification 

and allows recruiters to make fast decisions for 

the early rounds of shortlisting based on easy 

comparison of forms.  

A good letter of Application will be professional by using a formal letter structure.  

o Common advice includes having fit for purpose paragraphs such as introduction and job role 

applying for, reasons you are suitable for the job and what you can do for the company. 
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Review and evaluations 

• Role-play activity. 

• Individual appraisal of own roles in being interviewed, interviewing and observing. 

• Review of communication skills. 

• Review of organisational ability. 

• Assessment of how the skills acquired support the development of employability skills: 

SWOT ANALYSIS 

• SWOT (Strengths, Weaknesses, Opportunities, Threats) analysis on individual performance in the role-play 

activities. 

o Strengths – what are you really good at? 

o Weaknesses – which areas you did not perform well at? 

o Opportunities – what could you do to improve your performance, especially areas that you did not do well 

at? 

o Threats – what barriers are stopping you from getting better? 
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ACTION PLAN 

• A skill development plan is a document that identified the skills that a person needs to develop to per-

form well in a specified job role and sets out strategies to enhance those skills. 

• An action plan can help to prioritise training needs and can be helpful in reflection of progress towards 

identified goals. 

• Actions should be SMART targets (specific, measurable, achievable, relevant and time constrained) 

Date Skill to be de-
veloped 

How it will be 
developed 

Expected out-
come 

By whom and 
when 

Resources 
needed 

Review and 
monitoring 

21 Nov Time manage-
ment 

Complete an 
online MOOC 
course unit on 
time manage-
ment 

Successful 
course com-
pletion 

Person A by 
15 Dec 

Free course 
but need to 
register 
online. 
Access to lap-
top and WiFi 

  


